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Definition of Tutoring and Tutor Responsibilities: 
 

What is tutoring? 
 

Tutoring is giving individual, or in some cases small group, instruction. Tutoring leads 
students to take responsibility for learning. Thus, it is the process of assisting or guiding 
students to become independent learners. Tutoring is out-of-class instruction that fills a 
student's gaps in acquiring knowledge and provides a variety of resources to address the 
student’s individual needs. In the light of these definitions, the tutor is therefore the person 
who, with the cooperation of the tutee, makes the tutoring process happen. A number of tools 
and techniques are available to the tutor who must assume a variety of roles in carrying out 
the work. 

 
Tutor Responsibilities: 

 
1. Attend tutor training sessions and other meetings. You must be present at all 

sessions and meetings as required and as your schedule permits. These are the few 
times you may interact with members of the tutoring team and learn more about 
tutoring. 

 
2. Come prepared. Familiarize yourself with different teaching techniques and learning 

styles so that you may appropriately choose methods that work well for your students. 
Prepare what you need to tutor effectively: pens, pencils, paper, dictionary, thesaurus, 
grammar handbook, or calculator. When possible, familiarize yourself with texts and 
other resources your students are reading. 

 
3. Carry out record-keeping responsibilities. Keep accurate records of all hours worked 

on the WTE and submit on or before the due date. Turn in all required evaluations. 
Keep track of student sign-ins as students enter and sign-outs as they leave the 
Learning Center. 

 
4. Ask for help when in doubt. Use the guidelines and your best judgment to know 

when to ask for help from the ISS or a fellow tutor and/or when to turn over the tutee to 
someone else. 

 
5. Be responsible. This includes participating as a reliable, trustworthy, and contributing 

member of the Learning Center. Do your share of the non-tutoring tasks the Center 
needs in order to function. These include daily tasks, answering the phone, keeping 
sound at an acceptable level, and reminding students of the Learning Center’s rules and 
regulations. 

 
6. Be punctual and call if you will be late or absent. Be respectful of the people who 

rely on you. Always let your supervisor know of changes in your schedule. Consistent, 
ongoing support is crucial for your tutees. Remember that tutors must give two weeks 
written notification to the college through proper channels before terminating 
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employment. Excessive unexcused absences or unsatisfactory performance will be 
reflected in your evaluation. 

 
7. Respect the privacy of all students. If you are privy to confidential information with 

regard to the person with whom you are working, e.g. organizational files, diagnostics, 
personal stories, etc., you must treat it as privileged information and follow all codes 
and standards of ethics that apply. 

 
8. Show respect for the place and Palo Alto College. You are expected to conduct 

yourself in a professional and ethical manner by respecting the rights and 
confidentiality of your supervisors, coworkers, and students. Abide by all campus 
rules. Be considerate of others. 

 
9. Observe best practices when working with tutees. Work at your tutees’ level and at 

a pace that serves their needs not yours. At a center that accepts walk-ins, offer your 
help —do not wait for the students to come to you. Make the tutees your priority. Give 
the individual with whom you are working your full attention. 

 
10. Be appropriate. Show tutees that you expect them to treat the staff and fellow students 

with courtesy and respect. There should be a clear delineation between you and the 
students; they take their cues from you as to the behavior that is expected. Set the 
standard of professional behavior. 

 
11. Be flexible. Since the level or intensity of activity at a Learning Center is not always 

predictable, be ready to adapt to changing situations. Be ready to adapt to the variety of 
learning styles you will encounter, and use your preparation to best address the tutees’ 
needs. You may have your own ideas of how a topic might be taught or the sequence of 
topics, but go with the agenda or syllabus of the professor who is, after all, in charge of 
the course. 

 
12. Observe safety rules at all times. Know the principles and guidelines for personal 

safety as set out by the college and in the Learning Center’s Safety Guidelines. Do not 
take matters into your own hands. It is not your responsibility to act as security, but if 
you see someone breaking serious rules, you should report the offense to security or the 
proper authorities. Avoid compromising situations. 
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Tutor Roles: 
 

Your role as a tutor will vary from session to session. This is another component of the 
flexibility required of you as a tutor. In The Bedford Guide for Writing Tutors, Ryan 
discusses the many roles tutors may assume. A tutor is often an ally, a coach, a 
commentator, a collaborator, and an expert. 

 
As an ally, you are supportive and helpful offering friendly assistance and answering 
questions to the best of your ability. Communicate to the tutees that you are there to help 
them learn. 

 
As a coach, you encourage students to find their own answers by helping them think 
through the problems at hand. You can suggest alternate methods for achieving the desired 
results. You find ways to show affirmation for successes with the material and cheer the 
student on to further achievement. 

 
As a commentator, you give helpful feedback —this is a sensitive role, and your tone and 
attitude when giving feedback should be positive and encouraging. You help students see 
their thinking processes in a new light and provide them with learning tools they can apply 
in similar situations. 

 
As a collaborator, you work with another person. To a certain extent, students should be 
responsible for doing their own work, but you will also want to exchange ideas. The 
exchange of ideas is what characterizes effective tutoring. 

 
As an expert, you know students will come to you expecting help. In a sense, you need to 
be more knowledgeable about the subject than they are in order to help them. Remember 
that you got the job because you proved to have the capability. 

 
Each of these roles requires you to be supportive and instructive, and you will find the 
roles frequently overlap and you will be “wearing two hats” at the same time. Your goal is 
to work toward maintaining rapport throughout the session. 

 
Remember that you have limited time to work with the students. It is important to 
prioritize what you will deal with first. You must determine what the fundamental issues 
with a particular student are. You need to decide which ones to tackle first and which will 
yield the better results for the given time. A brief conversation with the student before 
starting can help set priorities. Many times students have an idea of what they need help 
with. Sometimes you will find the decision about what to cover during the session may 
come entirely from your own diagnosis of the situation. After the session, you could touch 
base with the Instructional Skills Specialist if you have certain concerns about the direction 
you took and/or plan to take with the student. 

 
Reference: 

 
Ryan, L. The Bedford Guide for Writing Tutors. Boston: Bedford Books, 1998. Print. 
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Definition of Student Responsibilities for a Tutoring Session: 
 

The goal of tutoring is to provide assistance that enables the student to develop academic 
mastery and independence. Here are some pointers for students to help make tutoring 
sessions as productive as possible. As a tutor, you should use the list as a reminder to your 
tutees of what is expected of them. 

 
Student Responsibilities for a Tutoring Session: 

 
1. Come prepared. Before your tutoring session, you are expected to have read your 

assignment and done your best to work on the homework or assigned material. Have 
your textbook, notes, assignment sheets, and any other material you might need during 
the tutoring session. 

 
2. Attend classes regularly. We cannot help you if you have no idea what the professor 

expects or what has transpired in the classroom. Tutoring is designed to supplement, 
not replace, class instruction. 

 
3. Do not ask tutors to do your homework, proofread your assignments, or assist in 

any way with take-home exams. Tutors can help clarify assignments and identify 
skills needed to complete assignments. They can give extra problems and examples 
like the ones you are having trouble with and help you learn to solve them, but to work 
on Take-Home Exams or Quizzes is in violation of the Alamo Colleges Code of 
Conduct and the ethics of the CRLA. 

 
4. Understand that tutors are not teachers. The purpose of tutoring is to help students 

master information and skills learned in the classroom by providing alternate 
explanations, techniques, and examples. 

 
5. Use tutoring services efficiently. Do not wait until the last minute. Seek help at the 

first sign of difficulty for which you have no resources. Waiting until the last minute 
may be too late for you to master the material in time to succeed. 

 
6. Do not expect tutors to know everything. Please remember that tutors may be 

students like you who have mastered specific course content with a specific instructor. 
They are not expected to have the level of experience of your professor. 

 
7. Ask a question when something is unclear. Be proactive. Do not “suffer in silence” 

when you do not understand the tutor. If you remain silent, the tutor may assume you 
understand. There may be other ways to explain the material until it is clear. 

 
8. Sign-in for tutoring services and evaluate tutors and the Learning Center when 

requested. These are the only requirements for the free tutoring and all Learning 
Center services provided. Doing this helps us maintain funding to continue to provide 
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these services at no charge. It also gives us a good idea of how we may better serve 
you. 

 
Tutor Code of Ethics to Include Issues Regarding Sexual Harassment, Plagiarism, Cheating, 
etc.: 

 

Introduction to the Tutor Code of Ethics: 
 

Code of Ethics: a set of guidelines designed to set out acceptable behaviors for members of 
a particular group, association, or profession. Many organizations govern themselves with 
a code of ethics, especially when they handle sensitive issues such as investments, health 
care, or interactions with other cultures. 

 
A code of ethics reflects the members of the organization’s commitment to follow basic 
ethical guidelines in the course of doing their work. A code of ethics is rooted in the 
purpose, aspirations, and goals of the parent organization. For Tutoring Services, our code 
is written as a microcosm of the framework of a larger code —the Code of Ethics of the 
Alamo Colleges that make up the Alamo Community College District (ACCD). 

 
A section sets out specific behavior standards for the members of the ACCD. This section 
usually covers potential ethical issues such as confidentiality, partisanship, or misuse of 
information. 

 
A code of ethics addresses theoretical ethical trouble spots. A code of ethics often contains 
a section that outlines the procedures for handling grievances both outside and inside the 
organization. Seen from this perspective, The Tutor Code of Ethics that follows is a code 
within a code within a code. It specifically covers acceptable behaviors in a small 
sphere,such as your Learning Center, within the ACCD. It is your personal code of 
behavior as a tutor. 

 
Read it. Own it. Work by it. 
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TUTOR CODE OF ETHICS* 
 

1. Best Interest: I commit to acting in the best interest of tutees as specified by 
the Learning Center Policies and Procedures and by the Code of Ethics of 
the College. 

 
2. Responsibility: I take responsibility for my own behavior and will work to 

carry out my duties as a tutor to the best of my ability. 
 

3. Integrity: I commit to practicing and promoting accuracy, honesty, and 
truthfulness. I will cite references that I have used appropriately and claim 
ownership of material that I have produced myself and no others. I will lead 
my tutees to the same by my example. 

 
4. Fairness: I commit to exercise reasonable judgment and take precautions to 

ensure that my potential biases and the limitations of my ability do not lead 
to or allow unjust practices. 

 
5. Commitment: I will fulfill the commitments I make in the course of my 

work. I will not make promises I know I cannot honor. 
 

6. Respect for Others Rights and Dignity: I will respect the dignity and worth 
of all people and an individual’s right to privacy, confidentiality, and self- 
expression. 

 
7. Excellence: I will sustain excellence by continuing to improve my tutoring 

skills and participating in professional development activities. I will expect 
no less from the tutees and the staff with whom I work. 

 
8. Respect for Individual Differences: I commit to respect cultural, individual, 

and role differences, including those based on age, sex, gender, identity, race, 
ethnicity, culture, national origin, religion, sexual orientation, disability, 
language, and socioeconomic status. 

 
9. Professionalism: I will conduct myself with the highest standards of ethical 

behavior. I will carry out my work in a professional manner, not engaging in 
distracting or disruptive behavior nor entering into inappropriate relations 
with tutees. I will be attentive to the procedures provided by the college for 
addressing grievances. 

 
10. Confidentiality: I will maintain the highest privacy standards in terms of 

protecting personal information relative to the tutees. 
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* The Tutor Code of Ethics is consistent with the Alamo Colleges Code of Ethics. 

Best Interest 

Confidentiality Responsibility 

Professionalism 
 
 
 

Respect for Individual 
Differences 

Tutor 
Code of 
Ethics 

Integrity 

Fairness 
 
 
 
Excellence Commitment 

Respect for Others' 
Rights and Dignity 
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Overall Philosophy for Tutoring Services Department: 
 

Mission 
 
As the mission of Palo Alto College is to provide “exemplary, accessible education and 
training to a diverse and aspiring community” (Palo Alto College Mission Statement), the 
Tutoring Services Department strives to give students the support they need to reach their 
academic goals. 

 
The objectives of the Tutoring Services Department are: (modified from Columbia) 
• To increase the academic success rate for students 
• To enhance student understanding of a given subject 
• To improve the student’s ability to successfully complete a course 
• To provide tutors an opportunity for personal development 

Benefits for tutees: 
• Increased expertise and understanding of the course content 
• Suggestions for improving study skills 
• Confidence resulting from academic success 

Benefits for tutors: 
• Increased expertise and understanding of the course content 
• Assisting to improve a student’s study habits 
• Acquiring skills that are transferable to other areas 

Philosophy(modified from Fitchburg) 
 
Supportive tutoring can play a key role in helping students reach their academic goals. Peer 
tutors can provide a student perspective on learning and success strategies. Tutors can be a 
great help to struggling students by developing an approach to the tutoring session that meets 
individual needs, outlining the steps taken to understand the information and concepts, and 
helping students understand the thought processes that promote independent learning. 

 
I acknowledge that I have received, read, and understood the Tutoring Services Code of 
Ethics and Overall Philosophy for Tutoring Services. 

 
 
Printed Name Date 

 
 
Signature 
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General Information on Tutor Training for All Labs: 
 

• Safety Procedures 
• SOBI Training 
• List of Phone Contacts at Other Labs and Departments 
• Tutor.com 
• Student Code of Conduct 
• GoPrint Procedures 
• Phone Etiquette 
• Soft Skills for Addressing Students, Faculty, and Staff 
• ACES 
• Web Time Entry 
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Safety Procedures: 
 

Safety in the Learning Centers is of utmost importance for all who use the centers as well 
as those who work in them. Safety procedures are to be observed as in any other campus 
office or work area in accordance with district, state, and federal regulations. 

 
Listed below are specific safety points emphasized for your information. 

Door Rule: 

 When a tutor is working alone in a learning lab, it is crucial to leave the door open. 
This is to deter any student with wrong intentions. If the door is closed while the 
tutor is with a maladjusted student, the student may feel more secure to harm the 
tutor. 

 
PAC Emergency Response Manual: 

 
 The Palo Alto College Emergency Response Manual helps maintain a safe, healthy 

work and educational environment. The Emergency Response Manual strives to 
comply with all applicable federal, state, and local laws and regulations and 
complements the policies and procedures set forth by the Alamo Community 
Colleges. This manual attempts to outline the procedures for responding to an 
emergency situation. The purpose of the plan is to give direction to the Emergency 
Response Team to begin evacuation and lock down processes until emergency 
services personnel arrive at Palo Alto College. Keep in mind that no plan, no 
matter how comprehensive, can cover all possible scenarios. 

 For more information, refer to the PAC Website by copying and pasting the follow 
link in your browser: 
http://www.alamo.edu/uploadedFiles/PAC/Current_Students/Emergency_Informati 
on/Emergency-Response-Plan.pdf 

 

For an emergency situation in a Learning Center call 9-911. 
Scenarios for Emergency Situations: 

 
 Crime(s) in progress (thefts, assaults, robberies, visibility of a weapon, fights, 

property crimes, etc.) 
 Severe on-campus injuries/illnesses 
 Activated fire alarm. 
 Fires 
 Child locked in vehicle under extreme heat 

http://www.alamo.edu/uploadedFiles/PAC/Current_Students/Emergency_Information/Emergency-Response-Plan.pdf
http://www.alamo.edu/uploadedFiles/PAC/Current_Students/Emergency_Information/Emergency-Response-Plan.pdf
http://www.alamo.edu/uploadedFiles/PAC/Current_Students/Emergency_Information/Emergency-Response-Plan.pdf
http://www.alamo.edu/uploadedFiles/PAC/Current_Students/Emergency_Information/Emergency-Response-Plan.pdf
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For a non-emergency situation in a Learning Center, call 5-0099. 

Scenarios for Non-emergency Situations: 

• A police officer is needed for field interviews or to generate a police report for non- 
emergency situations 

• Crime(s) not in progress 
• Traffic/Parking enforcement 
• Suspicious person(s) 
• On-campus police escorts 
• Faculty/Staff requiring building/office/classroom access and securing accessed areas 
• Courtesy assistance for vehicles (locked keys, battery boost, inflate flat tires, etc.) 
• Nonlife threatening on campus injuries/illnesses 
• On campus safety violations 
• Complaints (Faculty/Staff/DPS Personnel) 
• Scheduled on-campus events 

Other Emergency Situations: 

For other situations involving DPS, call the PAC-DPS Office: (210) 486-3997 

Scenarios for PAC-DPS services: 

• Inquiring about the status of a campus citation to include holds 
• Status of a campus citation appeal form 
• A request for a copy of a filed police report 
• Issuance of a temporary parking decal 
• Adding another vehicle to current parking decal registration form 
• Lost and found property 
• Appropriate parking areas 
• Scheduled on-campus events 
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SOBI Training: 
 

In a real world setting, it is easy to understand that tutoring session conditions may not 
always be optimal and that behavioral disruptions can occur. Palo Alto College has made 
every effort to provide safe ways to modify disruptive and threatening behavior as well as 
resources for assistance in responding to these situations. 

 
SOBI stands for Strategies of Behavioral Intervention. It is a detailed guide for use by PAC 
employees and students alike. 

 
• The following link provides the SOBI Employee/Student Guide: 

http://legacy.alamo.edu/district/admin/vcss/pdf/SOBI-employee-student-guide.pdf. 
• The SOBI Manual is available in the Learning Centers 
• The Behavioral-Incident-Report Form may be found on the shared drive and in the 

following pages. 
• For more information, refer to the SOBI Referral and Consultation chart found in your 

lab 

http://legacy.alamo.edu/district/admin/vcss/pdf/SOBI-employee-student-guide.pdf
http://legacy.alamo.edu/district/admin/vcss/pdf/SOBI-employee-student-guide.pdf
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PART V: REPORTING PROCESS 
THE IMPORTANCE OF REPORTING RED FLAG BEHAVIORS 
Preventing disruptive and violent behavior begins with noticing student behavior. Students in 
severe distress frequently leave signals scattered across the campus. The challenge is to pull 
these pieces together so that patterns of behavior can be observed and the need for a response 
determined. The Alamo Colleges District seek to address this challenge by providing sound 
advice for dealing with potentially dangerous situations. 
Early and effective intervention can protect the campus community and enhance Student 
Success. To that end, it is imperative that employees and students know how to recognize 
problematic behaviors, when to confront them, and how to report them. 
Information that should be reported is anything that is witnessed, observed, or in which you are a 
participant that "sends up a Red Flag." Examples include: 
 Suspicious behaviors or actions as well as any criminal acts. 
 Knowledge of information or incidents that could cause harm to persons, property or 
reputation. 
 Demonstration of high level violations of the Student Code of Conduct. 
 Any high risk behaviors such as being under the influence of drugs or alcohol. 
 Disturbing or strangely violent student writing. 
 Expressions by others of feelings of depression, lack of self-worth, and/or uselessness 
including suicidal symptoms. 
If there is a true emergency, call the Alamo Colleges District Police Department at 9-911. In 
addition, please keep in mind that reporting false information is a crime and appropriate 
disciplinary or legal action may be taken as necessary. 
The most important thing is to act: “Say something to someone.” 
REPORTING THROUGH THE ALAMO COLLEGES DISTRICT ETHICS HOTLINE 
Reports can be filed anonymously through the Alamo Colleges District the Ethics Hotline. Reports 
can be submitted from any computer that has internet access, by going to 
https://secure.ethicspoint.com/domain/en/default_reporter.asp. Many public locations, including 
the campus and public library, have internet computers. If you do not have access or are 
uncomfortable using a computer, you can call the Ethics Hotline toll-free number 844-302-0425) 
which is available 24 hours a day, 365 days a year.

https://secure.ethicspoint.com/domain/en/default_reporter.asp
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RESPONDING TO INDIVIDUALS IN DISTRESS 
If you need to consult with someone about an individual who is disruptive in any educational 
setting or seems to be showing signs of emotional distress, atypical behavior, or difficulty 
adjusting to college life, contact the Vice President of Student Success on your campus and they 
can assess the situation and make the appropriate referrals. The telephone numbers for the 
Student Success Offices on each campus are listed below: 
 
College Vice President of Student 
Success 
 
Phone Number 
Palo Alto College Gilbert Becerra 210-486-3930 
 
If you do not know whether to be concerned about a particular behavior, contact the Office of the 
Vice President of Student Success at your campus for guidance and referrals. If you are calling 
after hours, contact the Alamo Colleges District Police Department at their non-emergency 
telephone number: 210-485-0099. 
As a representative of the District, you are the authority in the classroom or in any events occurring 
outside the class. You are obligated to establish appropriate academic and behavioral standards. 
Faculty should always set and communicate standards on their syllabi.
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Phone Contacts at Other Labs and in Other Departments on Campus: 
 

Learning Labs: 
 

Darlene Price-Johnson Math Learning Center 486-3280 
Ed Gildemeister Science Learning Center 486-3281 
Academic Prg. Spec. INRW Learning Center 486-3262 
Antonio Garza Writing Assistance Center 486-3257 

 
Other Departments on Campus: 

 
Math Department 486-3270 
English and Reading Department 486-3230 
Science Department 486-3370 
IT 486-3777 
Disability Support Services 486-3020 
Library 486-3555 
ID Cards 486-3700 
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brainfuse: 
 

An anywhere, anytime online tutoring service that offers free tutoring in math, bilingual 
math, introductory anatomy and physiology, biology, chemistry, organic chemistry, 
physics, economics, finance, accounting, statistics, Spanish and writing. It is help when 
you need it — twenty-four hours a day. 

 
With brainfuse you can: 

 
 Connect to an e-instructor and interact with a live tutor 
• Receive real-time writing help in the “Online Writing Lab” 
 Submit a question and receive a reply from a tutor 

Follow these steps to get started: 

 Log onto your ACES account. 
 Go to My Courses. 
 Click on brainfuse icon (left side) to go to your brainfuse homepage. 
 Follow the dropdown instructions next to the icon to connect with a live tutor, 

submit an essay for review, or submit a question. 
 A detailed BRAINFUSE Student Handbook is available in the revolving marquee at 

the bottom of you brainfuse homepage. 
 Your tutoring sessions will be saved in your archive. 
 There is a practice whiteboard at the bottom of the homepage. 
 Need help? Contact Customer Support via e-mail at  or call 

 
Reference: 
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Student and Tutor Code of Conduct in Learning Centers: 
 

Here is an abbreviated Code of Conduct common to all the Learning Centers. In addition 
to the abbreviated code listed below, each Learning Center will have a Code of Conduct 
that includes more specific points to their respective areas. 

 
Focus on academic activities: 

 Stay on task 
 No cell-phones or socializing 

 
Keep an appropriate volume level: 

 Speak quietly 
 No loud talking or yelling 

 
Use respectful language: 

 Speak politely 
 No cursing 

 
Dress code: 

 Tasteful, conservative casual dress is permitted. Business casual is preferred. No 
sweat pants or revealing clothing are permitted. If you have to ask, you probably 
should not wear it 

 All tutors should wear an Alamo Colleges photo ID while working in the Learning 
Centers 

 
Always behave appropriately 

 Sexual harassment will not be tolerated 
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GoPrint Procedures: 
 

In order to print from the computers in the learning labs, you must purchase a GoPrint card 
from a GoPrint card dispenser. There is a ten cent per page charge to print from the 
computers. 

 
How to Buy a Card: 

 
1. Press the button on the card dispenser. 
2. Insert money into bill acceptor. 
3. Remove card from the dispenser. 

 
How to Add Money: 

 
1. Insert card into reader on card dispenser. 
2. Insert money into bill acceptor. 
3. Press the button on the dispenser. 
4. Remove card from reader. 

 
All learning labs using a GoPrint system allow payment online. You are able to pay online 
with a credit/debit card, or you can continue to use the GoPrint card purchased at the card 
dispenser in the learning labs. 

 
How to Create a GoPrint Account online: 

 
1. Select the document you want to print 
2. When you click on print, a popup window will appear 
3. [For new users] sign up with an existing e-mail address 
4. Fill out the required information with an ACES account login and password 
5. Log-in 
6. You will be given the option to print from your account, to print at the print station 

using your GoPrint card, or to add funds to your account using your credit/debit 
card 

 
How to Add Value to  an Account: 

 
1. Log-in with your existing GoPrint account. 
2. Credit/debit cards: select My Account and add value. 
3. Enter the amount you want to add to your account. There is a $2 minimum. Your 

information is secure. 
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Phone Etiquette: 
 

Phone etiquette/taking messages: 
 

1. Answer the phone with the name of the learning lab in which you work —for 
example, “Writing Assistance Center, how may I help you?” 

2. Listen carefully to what the caller is saying, and jot down notes as the person 
speaks. If you know the answer to the question, repeat the question politely before 
you give the response by saying, “As I understand it, you are inquiring about . . .” 
Then you can continue with the response if you understand the question properly. 
Otherwise, you may ask a quick follow up question like, “Is this about the . . .” or 
“May I ask . . .” 

3. Always be polite. Say, “Yes, sir/No, sir” or “Yes, ma’am/No, ma’am” and the polite 
“Could you please repeat that” or “I’m sorry, I did not catch that.” 

4. If you are unable to understand what the caller wants, just say, “One moment please. 
Let me refer you to . . .” Then call on someone to help you, preferably the 
Instructional Skills Specialist. Do not shout out to the person you are referring to 
while the caller is on the line. At this point, it would be better to put the call on hold. 

5. If no one is able to help the caller, please give the caller the name of the person and 
the phone number where this person may be reached. NOTE: A list of contact 
numbers are in the appendix to the tutor training manual. The best persons to refer 
to are: 

a. The Instructional Skills Specialist. 
b. The Coordinator of the Learning Labs. 

6. Never raise your voice no matter what tone the caller uses. Keep your voice level 
and calm. 

7. In closing, always ask, “May I help you with anything else” or “Is there anything 
else I may help you with.” Then, end with an appropriate, “Thank you for calling 
the Learning Center or Writing Assistance Center.” Or, if you were not 
able to help the person, “I’m sorry we were not able to assist you in this matter.” 

8. Put the phone down carefully, and do not start to talk with anyone else until the 
phone is secure on its cradle. 

9. If you take a message during the call, the message should include: 
a. Name of caller 
b. Message 
c. Date 
d. Time 
e. Return number 
f. Your name (In case, anyone has a question about the call later.) 

10. If you need to ask someone a question to answer the caller, put the call on hold; do 
not leave the caller on the line hearing you talk in the background. 

11. Leave messages on the desk next to the phone for employees to retrieve. 
12. If there is an external disturbance during the call, follow these guidelines: 

a. If there is a session going on in the room, politely explain it to the caller saying, 
“I’m sorry, there is a workshop/group session going on right now, could you 
please speak a little louder?” Always say thank you when you have the chance. 
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b. If there is a loud study group nearby and you cannot hear well, say to the caller, 
“One moment please” or “Hold on please.” Please be sure to cover the phone 
mouthpiece while you ask the group to tone down or signal to someone to keep 
the noise level down. 

c. If the call is disconnected and the caller rings up again, be sure to say, “I’m sorry. 
It seems we were previously disconnected.” 
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Appropriate Soft Skills When Addressing Students, Faculty, and Staff: 
 

How to Greet Students in the Learning Centers: 
 

1. All tutors working in the lab should be aware when a student walks in, and at least 
one tutor should greet the student with a friendly, “Hello, can we help you?” or 
“What are you working on that we can help you with?” 

2. Inquire whether the student is looking for tutoring or simply has a question. 
3. Try to find out if the student has been to the learning lab in the recent past. If the 

student has not, briefly explain to him or her how the learning lab operates by 
stating what the lab has to offer in the form of tutoring and learning resources. 

4. If the student just needs to browse for information, direct him or her to the 
appropriate source. Ask the student if he or she needs anything in particular. 

5. Always say to a student when he or she leaves, “Goodbye! Thanks for stopping by!” 
and/or “Have a great day!” 

 
How to Greet Faculty and Staff in the Learning Centers: 

 
1. Greet the instructor/staff member with a friendly smile. 
2. Have the instructor/staff member take a seat and discuss his or her concerns. 

Introduce the instructor/staff member to other tutors. (The more personal contact 
with the visitor, the better.) 

3. Some issues which bring faculty to the Learning Labs: 
a. To inform center personnel that their students are being required to visit the 

learning lab/center. 
b. To discuss assignments that may be complicated or that the instructor wants the 

learning lab to help the students understand. 
c. To discuss a particular student who needs special help. 
d. To grab a handful of handouts for use in class. 
e. To coordinate a classroom visit or to schedule a whole class visiting the learning 

lab. 
f. To seek out special assistance for their courses. 
g. To chat about students’ problem areas and get ideas for future assignments. 
h. To advise the learning lab on how to handle certain types of assignments. 

4. Sometimes, instructors have helpful ideas for the learning labs. Listen courteously, 
but do not commit the center to a particular strategy or technique. Provide follow up 
with Academic Program Specialist. 

 
NOTE: Greeting an instructor who enters the learning center is typically facilitated by 
the Academic Program Specialist; however, it should be performed by all tutors as well. 
Establishing good relations with faculty is essential to the success of the learning 
centers. 
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Alamo Colleges Educational Services (ACES): 
 

How to Use ACES: 
 

1. Click on the Explorer icon on the desktop. This should open to the Palo Alto 
College page of the Alamo Colleges. You may also click on the home icon on the 
toolbar or type: http://www.alamo.edu/pac. 

2. On the upper right hand corner of the page, find the hyperlink for ACES to access 
the Alamo Colleges Educational Services site. 

3. All the information you need to work with the ACES system can be accessed on that 
page: How to get your: 

a. ACES Login Information: Your ACES User Name, Your Banner ID Number. 
b. Instructure Canvas Information. 
c. Important Contact Numbers. 
d. Useful Calendar Information. 
e. Quick Links on Weather, Email usage, Crime Alerts and System Status Alerts 
f. Most important —you can learn all about the ACES system through the link in 

the ACES Login Information box. 
4. To access your email, Time Sheet, Employee Information, and other secure 

information, you need to use the Secure Access Login box. 
5. In the Secure Access Login box, enter the Username and Password you have 

selected (or have been assigned). 
6. Select from the Tabs or Links whatever you are interested in accessing on the site. 
7. Always Logout when you are done. 

 
Reference: 

 
Alamo Colleges Web site: http://www.alamo.edu/district/it/aces/ 

http://www.alamo.edu/pac
http://www.alamo.edu/district/it/aces/
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Using Web Time Entry (WTE): 
 

How to clock in: 
 

1. Click on the Explorer icon on the desktop. This should open up to the Palo Alto 
College homepage of the Alamo Colleges. You may also click on the home icon on 
the toolbar or type: http://www.alamo.edu/pac. 

2. On the upper right hand corner of the page, find the hyperlink for ACES to access 
the Alamo Colleges Educational Services site. 

3. In the Secure Access Login box, enter the Username and Password you have 
selected (or have been assigned). 

4. To clock in, select the Employee tab then click through a series of hyperlinks as 
follows: 

a. Web Services. 
b. Employee. 
c. Time Sheet. 

5. On the Time Sheet page, you will see the description of your Title and 
Department. 

6. Verify that the title and department are correct. If there are other choices, make sure 
that you have selected the appropriate one, and then click on the “Time Sheet” tab 
below the choices. 

7. On the Time and Leave Reporting page, locate the clock icon and click it. 
8. Clicking the clock icon automatically clocks you in and opens the Clock In and Out 

page that shows the details in a table. Read all the information above the table, and 
note that the clock enters the time in 15-minute increments. Click on the “Save” tab 
below the table. 

9. If your entry has been saved correctly, on the rightmost side of the tabulation you 
will see that the Activity Date and Time has been filled by the computer. 

10. You may now leave the page by clicking logout on the upper right hand corner, or 
you may proceed to use the other services (e-mail, etc.) available to you on ACES. 

11. Note on logging out: When you click on the Log-out icon, you will be brought to a 
Log-out page that notifies you that the process is going on. WAIT! DO NOT exit or 
close that page; otherwise, your time entry might not be recorded. You may 
minimize the page and close it later, or you may wait for the Log-in page to come 
back on. 

 
Reference: http://www.alamo.edu/district/it/aces/aces_intro.html 

http://www.alamo.edu/pac
http://www.alamo.edu/district/it/aces/aces_intro.html
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A Successful Tutoring Session: 
 

• Steps Involved in a Successful Tutoring Session 
 

o One-on-one Sessions 
o Group Tutoring 
o Tutoring Do’s and Don’ts 

 
• Use of Role Playing to Illustrate 

 
o How to Greet a Student and Start a Session 
o How to Quickly Ascertain the Student’s Learning Style 
o Efficiently Work through the Tutoring Session 
o Concluding the Tutoring Session 
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STEPS IN THE TUTORING PROCESS 
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Steps Involved in a Successful Tutoring Session: 
 

One-on-one Sessions: 
 

One-on-one tutoring in a particular subject area usually involves strategies dealing with 
textbooks, lectures, assignments, and exams. The first meeting is extremely important and 
can be a key element in the success of future sessions. It is important for the tutor to relax, 
be oneself, and use common sense. The student may seem tense or unsure, but that is 
understandable when the tutor realizes that sometimes it is difficult for the student to ask 
for help or admit he or she is having a problem. 

 
The following are suggestions for a successful tutoring session: 

 
• Introduce yourself and establish the student’s name and the correct pronunciation. 
 Help the student relax if you sense tension or nervousness. A few minutes of 

chatting are a good way to begin. 
 Tell the student about the program, its operation, and your role as a tutor. 
 Make sure the student is signed in. 
 Try to set appropriate goals by first asking questions to identify the problem the 

student may be experiencing and then suggest a course of action. 
 Listen closely to what the student says and means. 
 Try to promote a positive, supportive learning environment. 
 Be alert to signals that the student may need a change of pace. 
 Try to end the session on a positive note, and inquire about a follow-up visit. 

 
Reference: http://www.taftcollege.edu/lrc/tutor_handbook.htm 

http://www.taftcollege.edu/lrc/tutor_handbook.htm
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Group Tutoring: 
 

Group tutoring has many advantages. In an academic world where competition with one’s 
fellow students creates dislike and distrust, group tutoring offers cooperation and 
understanding. Group tutoring helps a student share ideas on learning and promotes 
independence. 

 
Some tutors may encounter situations where small group tutoring is more effective. Group 
tutoring is more challenging and can be rewarding for all involved. The primary advantage 
of group tutoring is the potential for the sharing of a variety of views and information. 
Groups demonstrate cooperative attitudes and work skills in contrast to individual tutoring, 
which is more self-centered in nature. Students’ own work, memory and understanding is 
validated and reinforced when they are able to help others. The group setting is limiting in 
the amount of personal attention which can be provided depending on the size of the 
group. 

 
Five categories related to group tutoring: 

 
1. Tutor and Tutee Roles and Group Cohesion 

 
Articulating a common task and clarifying roles can help the members of a group work 
together and accomplish the tasks the tutor desires. Often there are members of a group 
who will take on the role of “leader,” “devil's advocate,” or “mediator.” To be effective, 
the tutor may need to define the activity and assign the roles to the members of the group. 
This may help the group to function effectively and lessen conflicts. 

 
2. Identifying Students’ Needs 

 
You may approach a situation where you have a group of students, all from the same 
section of the same course, having different needs. One student may need help reviewing 
for a test while another may need help understanding a concept in a specific section. If this 
occurs, the tutor may need to split the group in two at the start of the session. The tutor can 
then move between groups in a prearranged way. Having two groups allows students to 
feel the tutor is addressing their specific needs. 

 
3. A Workable Plan and Time Line 

 
In “Group Tutoring Techniques: From Research to Practice,” MacDonald found that many 
tutors do not form a plan for what to do within the allotted time leading to frustration for 
the tutor. If a plan was developed, it was not communicated clearly to the students who are 
supposed to help make the plan work. Successful group interaction is dependent on 
planning for a group meeting, applying appropriate formats to accomplish group goals, and 
having alternative procedures for group problem solving. 
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4. Jumpstarting 
 

Tutors can benefit from developing a repertoire of techniques for keeping groups on 
track and bringing them back when they drift. At the beginning of group sessions, tutors 
can identify the tasks and point out the academic disadvantages of utilizing tutoring 
time for social purposes. Tutors can pre-assign specific tasks to students thereby leading 
students to attend to those tasks rather than social concerns. Tutors can also work with 
group members to define outcomes for the session in relation to the amount of time 
available. 

 
5. Floor Management 

 
Managing the floor has to do with facilitating each person’s opportunity to speak and 
their corresponding obligation to listen to and learn from each other. Often one or two 
students do most of the talking resulting in having only their needs and concerns 
addressed. The tutor can influence this by calling on the less talkative, by directing 
questions specifically to them, and by telling group members at the outset of the session 
that it is important that participants share the floor and listen carefully. 

 
Reference: 

 
http://cms.bsu.edu/Academics/CollegesandDepartments/UniversityCollege/LearningCe 
nter/TutorResources/Level3Modules/Module16.aspx 

 

MacDonald, R.B. “Group Tutoring Techniques: From Research to Practice.” Journal of 
Developmental Education, 17(2), 12-18.1993. Print. 

http://cms.bsu.edu/Academics/CollegesandDepartments/UniversityCollege/LearningCenter/TutorResources/Level3Modules/Module16.aspx
http://cms.bsu.edu/Academics/CollegesandDepartments/UniversityCollege/LearningCenter/TutorResources/Level3Modules/Module16.aspx
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Other Types of Tutoring: 
 

Each person has a unique way of learning. Thus, one method is not appropriate for all. 
Each Learning Center at Palo Alto College offers different sets of opportunities to enhance 
learning. If a student wishes to study well, it is important for the student to try to 
determine, with the help of a tutor if necessary, which methods work best for him or her. 

 
Individual Tutoring: This type of tutoring takes place between the tutor and the student 
on a one-on-one basis. 

 
Small Group Tutoring: Two to three individuals receive tutoring in a given subject. 
Students may or may not know each other when tutoring begins. 

 
Collaborative Learning Groups: These are small, structured study groups of up to twelve 
students facilitated by a tutor in a given subject. Students help each other advance towards 
a specific goal they have set for themselves. The tutor acts as a springboard for discussion 
and questioning regarding a specific topic. Emphasis is on problemsolving and critical 
thinking. 

 
Drop-in Tutoring: This is an unscheduled session for an individual, or a small or large 
group tutoring in a given subject. No appointment is necessary. 

 
Small Group Exam Preparation: This session takes place at a time close to a test or 
examination. Tutors facilitate an exam preparation or review in a specific course. 

 
Large Group Exam Preparation: Tutors may facilitate large group exam preparation 
sessions for an entire class before a scheduled test upon the request of students or of the 
professor. 
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Tutoring Do’s and Don’ts. 

DO: 

1. Report to work on time. 
2. Be prepared. 
3. Notice the body language of the people you are tutoring. 
4. Listen carefully to what the student says. 
5. Be adaptable. 
6. Be able to recommend available resources. 
7. Be ready to present information in various ways if needed. 
8. Exhibit patience. 
9. Ask questions. 
10. Be relaxed. It helps set people at ease. 

 
DON'T: 

 
1. Do homework for the students. 
2. Be afraid to say that you don't know the answer or can't think of another way to 

explain it. 
3. Ignore people who need help. 
4. Rush students. 
5. Talk down to students. 
6. Minimize or maximize the task. 

 
Reference: http://lsc.sas.cornell.edu/tutor/tutors.htm#dos 

http://lsc.sas.cornell.edu/tutor/tutors.htm#dos
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Role Playing in a Successful Tutoring Session: 
 

How to Greet a Student and Start a Session: 

Greeting Tutees 

When a session starts, we do not mean to suggest that you should carry on an extensive 
conversation with a tutee to develop a professional relationship. A few minutes of general 
conversation should suffice to allow both the tutor and tutee to feel comfortable with each 
other in their respective roles. 

 
You may use your personal style when greeting students who enter the learning labs. You 
want to provide a friendly, welcoming environment that is professionally helpful and 
supportive. Here are some useful phrases: 

 
―Hi, how are you? Establish or maintain a proactive relationship with the student and an 
environment conducive to learning and change. A friendly voice, a smile, eye contact, and 
a caring manner will go a long way toward creating an atmosphere of trust and cooperation 
needed for successful tutoring. Be open, caring, encouraging, and supportive. Be aware of 
and try to minimize outside interference. 

 
―What’s up? Identify the main task. What is the learning need? What difficulty is the 
student having with the task at hand? Is the student unsure of how to complete 
assignments? Does the student need help with reading or writing? What study skills need 
improving? If given the opportunity, nearly all tutees will voluntarily state what they wish 
to work on. Let them direct your attention to their needs, terms, and pace. Let the student 
identify the learning task he or she wants to work on. Then have the student focus on one 
task. 

 
―What is the plan? Ask the student what his or her goal is for the session. 
Be as specific as possible. This ensures the tutee has a hand in shaping the agenda and 
greatly increases the likelihood that the tutee will actively participant in making the agenda 
work. 

 
―How can we do it? Identify the skills or thought processes that underlie the task or 
learning need. What formulas or calculations does the student need to be comfortable 
using? What is the essential background knowledge or information? Showing the student 
how to resolve a problem area by using a similar example helps the student develop skills 
to become an independent learner. However, if the exclusive focus of your tutoring session 
only provides direct answers to the student’s problem area, then you are only answering his 
or her immediate need. 

 
Reference: 

 
http://www.viterbo.edu/uploadedFiles/services/learncenter/TutorTrainingManual.pdf 

http://www.viterbo.edu/uploadedFiles/services/learncenter/TutorTrainingManual.pdf


34  

How to Quickly Ascertain the Student’s Learning Style and Pinpoint Areas of Weakness: 

Discover the learning style of your tutee by asking a few clear questions: 

a. Ask the student what the assignment/homework is about. If the answer is general, 
then you know that this may be a student who does not go for the details first. If the 
student starts going into details first, make sure he or she knows how these details fall 
into the general topic. 

b. Ask the student what he or she understands about the specific topic — this will give 
you an idea of what the student’s strengths and weaknesses are. Once you identify 
areas in which the student needs a deeper understanding, explain the question using 
the appropriate learning style. 

c. After the assignment or homework question is done, try out a question similar to the 
work in order to reinforce what was covered during the tutoring session. As time 
permits, go over the entire homework assignment and make sure the concepts were 
understood. 

 
Reference: 

 
Your Best Learning Style (modified from www.marin.cc.ca.us/~don/Study/13styles.html) 

http://www.marin.cc.ca.us/%7Edon/Study/13styles.html
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Efficiently Work through the Session Given the Student’s Learning Style and Areas of 
Weakness: 

 
Two of the key ingredients in guiding this successful interchange are posing questions and 
active listening. Examples of questioning techniques are as follows: 

 
• Ask open-ended questions. By posing questions that require more than a yes/no 

response, you encourage the tutee to start thinking. 
o Where do you think we should start? 
o What are the steps involved in working this problem? 
o What is the definition of that term? 

• Ask probing questions. Probing questions follow up on a student’s contribution. 
o What will happen if what you said is true? 
o What made you think that? 
o What is the opposite of this position? 
o You’re correct. The answer to this question is false. What would be needed to 

make it true? 
• Rephrase questions. Try repeating your question in a slightly different manner. 
o Reword your original question. 
o Break your original question into smaller parts. 
o Change the inflection in your voice when repeating the original question. 

 
The next key is to actually listen to your tutee’s responses. This sounds easy, but it is 
harder than you may think. Listening is an acquired skill. In normal conversation, we often 
do not really listen to others. We hear what they say but do not listen carefully enough to 
read between the lines. In order to be an effective tutor, you should slow down and 
concentrate on what your tutee is saying. 

 
• Is he/she grasping the concept? 
• Can he/she explain it easily or does it take some effort? 
• Is his/her body language saying anything? 

 
In order to get the answers to these and other questions, you must listen carefully and 
observe purposefully. 

 
Reference: Fitchburg 
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Conclude the Session, and Determine If the Student Needs Additional Help: 

Guidelines to go by: 

• Remind the tutee of the time. 
• Ask the tutee to summarize what he/she accomplished during the session. (If he/she 

left out any main points, re-iterate these.) 
• Ask the tutee to repeat any instructions/assignments you may have given. 
• Give earned reinforcements. 
• Thank the tutee for using the tutoring service. 
• Encourage the tutee to practice any skills learned in the session. 
• Ask if the tutee wishes to schedule a subsequent appointment. 

 
 

Reference: TASC 
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Training and Evaluation Requirements for All Tutors: 
 

• New Tutors Shadow Experienced Staff 
• How to Effectively Communicate with Students 
• How to Actively Listen to Students and Restate What They Have Said 
• How to Tutor Students Given Their Specific Learning Style 
• How to Model Problem Solving 
• How to Handle Difficult Students 
• When to Hand Off a Student to Another Tutor 
• How and How Often Tutors Will Be Evaluated Each Semester 
• Sample Evaluation Form 
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New Tutors Shadow Experienced Staff: 
 

Mentoring the new tutor (Shadowing) 

For the tutor trainee: 

1. After completing the requirements of the Tutor Training Session, you will begin 
work as a tutor. 

2. You will be assigned to shadow a tutor for two to three days to familiarize yourself 
with the routine activities of the center. 

3. Take note of as much as you can about the way the tutor/mentor handles daily 
situations. Be observant, but do not be obtrusive and do not get in the way of the 
tutoring process. 

4. Ask questions discreetly if absolutely necessary during a tutoring session. If 
possible, hold back questions until the tutor is free. Jot down your questions on a 
notepad or memo notebook. 

5. At the end of the day or between tutoring sessions, be sure to touch base with your 
mentor. 

6. For questions that remain unanswered, refer to the Academic Program Specialist or 
to the Academic Program Coordinator. 

 
For the Tutor Trainer/Mentor: 

 
1. When you are assigned a new tutor who will shadow you for a day or two, you are 

being asked to model the best practices for tutoring. Remember that you are also 
going to be the “go to” person for this new tutor. 

2. Share as much information as you can about the daily routine of a tutor. 
3. Be open to questions, but do not hesitate to refer the tutor trainee to the Program 

Specialist or to the Program Coordinator when necessary. 
4. Take note of your Tutor Trainee’s level of attention to detail. 
5. Answer questions you are sure of, or refer to the Program Specialist or Program 

Coordinator. 
6. Remember that the new tutor will soon be your team member and that you want to 

transfer as much information as necessary to make the tutoring activity happen as 
smoothly as possible. 

7. Be generous with praise when it is deserved. Be frank but not brusque with 
corrections to the new tutor when it is critical to do so at that moment, or pass your 
comment or observation to the Program Specialist who will take action accordingly. 
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How to Effectively Communicate with Students: 
 

Establishing trust and respect: 
 

As stated in The St. Martin’s Sourcebook for Writing Tutors, to communicate efficiently, 
the tutor and student must “first establish a working relationship, or mutual understanding, 
as a basis for collaboration” (Murphy 5). That is, everyone wants to be treated with 
respect. If the tutor wants the student to learn from him or her rather than conjure feelings 
of resentment, he or she should refrain from using statements like, “I just went over that. 
Pay closer attention.” Choosing an alternative to possibly judgmental comments increases 
the probability that the student will listen to what the tutor has to say (uscta.wikidot.com). 

 
Communicate clearly and briefly: 

 
Sometimes, tutors attempt to communicate so much information at one time that any 
student on the receiving end would become overloaded. The tutor’s communication with 
the student should be brief and focused. If the tutor offers too much information at once, 
the student may become incapable of processing any of it. Furthermore, not everything that 
the tutor may want to accomplish with the student will be accomplished during one session 
(uscta.wikidot.com). For that reason, it is suggested the student return for follow up visits 
to the learning centers. 

 
Reference: http://uscta.wikidot.com/conduct-effective-communication-with-students. 

http://uscta.wikidot.com/conduct-effective-communication-with-students
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How to Actively Listen to the Student and Restate What the Student Has Said: 
 

Become an active listener: 
 

To be an active listener, the tutor should not make assumptions. Active listening implies 
that the tutor truly attempts to understand that verbal and non-verbal messages conveyed 
by the student and that the tutor perceive the feelings, thoughts, and beliefs the student is 
communicating. The tutor should not let his or her own agenda or needs interfere with the 
ability to appreciate what the student is attempting to say. Active listeners also recognize 
that unspoken messages or meanings are often conveyed along with the spoken word 
(uscta.wikidot.com). It is important to pay close attention to the tutee’s body language to 
fully understand his or her message. 

 
Restate What the Student Said: 

 
It is important to restate what the student said. Restatement of a question asked or a 
statement made by the student helps both the speaker and listener understand each other. 
Restatement also validates what the student said and confirms that he or she has been 
heard. When the tutor restates what the student said, the process clarifies to the tutor the 
student’s message. 

 
Reference: http://uscta.wikidot.com/conduct-effective-communication-with-students. 

http://uscta.wikidot.com/conduct-effective-communication-with-students
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THE ART OF 
ACTIVE LISTENING 

Active listening is all about building rapport, understanding, and trust.  Are you a good listener? 
 

Active Listening Skills 
1. Restating 
To show you are listening, repeat every so often 
what you think the person said — not by 
parroting but by paraphrasing what you heard in 
your own words. For example, “Let’s see if I’m 
clear about this. . ..” 

 
2. Summarizing 
Bring together the facts and pieces of the 
problem to check understanding — for example, 
“So it sounds to me as if . . .” Or, “Is that it?” 

 
3. Minimal encouragers 
Use brief, positive prompts to keep the 
conversation going and show you are listening 
—for example, “umm-hmmm,” “Oh?” “I 
understand,” “Then?” “And?” 

 
4. Reflecting 
Instead of just repeating, reflect the speaker’s 
words in terms of feelings — for example, “This 
seems really important to you. . ..” 

 
5. Giving feedback 
Let the person know what your initial thoughts 
are on the situation. Share pertinent information, 
observations, insights, and experiences. Then 
listen carefully to confirm. 

 
6. Emotion labeling 
Putting feelings into words will often help a 
person see things more objectively. To help 
the person begin, use “door openers” — for 
example, “I’m sensing that you’re feeling 
frustrated. . . worried. . . anxious. . ..” 

7. Probing 
Ask questions to draw the person out and get 
deeper and more meaningful information — for 
example, “What do you think would happen if 
you. . .?” 

 
8. Validation 
Acknowledge the individual’s problems, issues, 
and feelings. Listen openly and with empathy, 
and respond in an interested way — for 
example, “I appreciate your willingness to talk 
about such a difficult issue. . ..” 

 
9. Effective pause 
Deliberately pause at key points for emphasis. 
This will tell the person you are saying 
something important. 

 
10. Silence 
Allow for comfortable silences to slow down the 
exchange. Give a person time to think as well as 
talk. Silence can also be helpful in diffusing 
an unproductive interaction. 

 
11. “I” messages 
By using “I” in your statements, you focus on 
the problem not the person. An I-message lets 
the person know what you feel and why — for 
example, “I know you have a lot to say, but I 
need to. . ..” 

 
12. Redirecting 
If someone is showing signs of being overly 
aggressive, agitated, or angry, this is the time to 
shift the discussion to another topic 
2005 National Aging I&R Support Center, Washington, DC 
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How to Tutor Students Given Their Specific Learning Style: 
 

Students learn in several different ways with each student having a specific learning style. 
The most common learning styles are visual, auditory, and kinesthetic. When all three 
learning styles are preferred by the student, the student is said to have a multi-sensory 
learning style. It is recommended to use a learning style preferred by the student during a 
tutoring session. 

 
Techniques for Tutoring Different Learning: (Adopted from Shosana Beth Konstant’s 
strategies for tutoring students with learning disabilities). 

 
1. Visual techniques 

 
• Present information visually whenever possible. Use charts, diagrams, pictures, 

graphs, or concrete visual examples. 
• Work from written material when possible, pointing to the information being 

discussed. 
• Use a whiteboard to illustrate points. 
• When possible, use colors (pens or dry erase markers) to differentiate material: to 

highlight topic sentences, to put in punctuation, to distinguish between fact and 
inference, etc. 

• Use gestures when explaining a point. 
• Use concrete visual images when possible. 
• Make sure the student leaves the session with a visual representation, such as 

notes and/or diagrams, of what has been discussed verbally (Konstant 110). 
 

2. Auditory techniques 
 

• Use auditory reinforcement of visually presented material. Read notes and papers 
aloud while pointing to the material. 

• Verbally discuss all major points for reinforcement. 
• Have the student read aloud (Konstant 110-11). 

 
3. Kinesthetic techniques 

 
• Allow the student to do the writing, copying, underlining, highlighting, and 

moving. 
• Make rearranging of items a physical activity for the student. Instead of drawing 

arrows to indicate where a sentence or paragraph should be moved, put phrases, 
clauses, ideas, sentences, or paragraphs on separate pieces of paper or cards that 
the student can physically rearrange. 

• Have the student copy information to be remembered. 
• Use gestures when speaking, and point to the material being discussed or read. 

Have students point as they read or discuss as well (Konstant 111). 
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4. Multi-sensory techniques 
 

• Present information in as many ways as possible: say it and write it, draw it and 
discuss it, discuss it and act it out. 

• Develop color, abbreviation, sound, or gesture systems for concepts the student 
understands but can’t remember names for. 

• Combine techniques whenever and to whatever extent possible. For example, 
have the student read something aloud while pointing to or highlighting it; thus, 
the student is getting visual, auditory, and kinesthetic input. 

• Be animated; involve the student in the session and encourage active 
participation. 

• Be creative; try to think of new ways to convey what you are expressing. Do not 
repeat the same explanation two or three times. Find ways of communicating 
through the student’s strongest perceptual channels (Konstant 111). 

 
Reference: 

 
Konstant, Shosana Beth. “Multi-sensory Tutoring for Multi-sensory Learners.” The St. 

Martin’s Sourcebook for Writing Tutors. Eds. Christina Murphy and Steve 
Sherwood. Boston: St. Martin’s Press, Inc., 1995. Print. 

 
 
 
RESOURCE FOR EVALUATING LEARNING STYLES 

 
VARK LEARNING: www.vark-learn.com 

http://www.vark-learn.com/
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How to Model Problem Solving: 
 

Communicate: 
 

• Have students identify specific problems, difficulties, or confusions. Do not waste 
time working through problems that students already understand. 

• If students are unable to articulate their concerns, determine where they are having 
trouble by asking them to identify the specific concepts or principles associated 
with the problem. 

• Make students articulate their problem solving process. 
o In a one-on-one tutoring session, ask the student to work his/her problem out 

loud. This slows down the thinking process making it more accurate and allowing 
you to access understanding. 

o When working with larger groups, you can ask students to provide a written “two- 
column solution.” Have students write a solution by writing down all their 
calculations in one column and all of their reasoning (in complete sentences) in the 
other column. This helps them think critically about their own problem solving and 
helps you more easily identify where they may be having problems. 

 
Encourage Independence: 

 
• Model the problem solving process rather than just giving answers. As you work 

through the problem, consider how a novice might struggle with the concepts, and 
make your thinking clear. 

• Have students work through problems on their own. Ask questions or give helpful 
suggestions, but provide minimal assistance only when needed to overcome 
obstacles. 

• Do not fear group work! Students can frequently help each other, and talking about a 
problem helps them think critically about the steps needed to solve the problem. 
Additionally, group work helps students realize that problems often have multiple 
solution strategies and that some might be more effective than others. 

 
Be Sensitive: 

 
• Frequently, when working problems, students are unsure of themselves. This lack of 

confidence may hamper their learning. It is important to recognize this when students 
come to us for help and to give each student some feeling of mastery. Do this by 
providing positive reinforcement to let students know when they have mastered a new 
concept or skill. 
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Encourage Thoroughness and Patience: 
 

• Try to communicate that the process is more important than the answer so that the 
student learns that it is OK to not have an instant solution. This is learned through your 
acceptance of his/her pace of doing things, through your refusal to let anxiety pressure 
you into giving the right answer, and through your example of problem solving through 
a step-by-step process. 

 
Reference: http://cft.vanderbilt.edu/teaching-guides/teaching-activities/problem-solving/ 

http://cft.vanderbilt.edu/teaching-guides/teaching-activities/problem-solving/
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How to Handle Difficult Students: 
 

Many problems occur because students are stressed. Normal stressed out students can be 
calmed down fairly easily using the right tools. Unfortunately, you might get a student who 
is a bully or maybe even hostile. Dealing with this type of student takes more effort. 
Additionally, dealing with students who may be emotionally unbalanced is a whole 
different matter. All three types of difficult students will be addressed. 

 
In this section of the tutor training manual, you will be given tips on how to deal with 
students who act unkindly or unreasonable. The tips may allow you to recognize 
potentially bigger problems. 

 
1) Learn how to determine what a student’s problem is. 
2) Learn to diffuse situations where possible. 
3) Recognize when to go get the Instructional Skills Specialist. 

 
When it becomes apparent that a problem is brewing: 

 
1) Approach the student giving him or her the benefit of the doubt. Be kind. 
2) Assume that the situation can be solved easily and quickly. 
3) Figure out what the student wants or needs. Ask nice, simple questions. 
4) Attempt to find common ground, as this can change the course of the whole event. 
5) Calmly try to help the student achieve his or her goal if what he or she wants is 

something we do. 
6) Nicely explain, saying as little as possible, if it is not something we do. 
7) NEVER apologize unless you are directly responsible. 
8) Remember that you represent the Learning Center. Think of how you would act if the 

Academic Program Specialist were watching. 
9) Do not take things personally. 

 
If things cool down and the matter has cleared up, you have just dealt with a normal 
stressed out student. If the student continues to behave rudely even after you have been 
helpful and supportive, you may be dealing with a bully. 

 
1) If the student continues to be upset, respond verbally as little as possible. 
2) Get a concerned look on your face and just shake your head. Do not give the student 

anything to react to. 
3) Control the situation by controlling what you say. 
4) If the student will not back down, one solution is to let the student do the wrong thing 

just this one time (let him print his club roster, but tell him he has to go elsewhere in 
the future). 
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When dealing with obstinate people, try using the experts’ rules for open communication: 
 

1. Have both parties state their problem. 
a. Use “we” statements (“Our policy is such and such”). 
b. Indicate a willingness to resolve the problem (“Consult, don’t dictate”). 
c. Do not be mean. 
d. Stay in the present. 
e. Focus only on the problem at hand (don’t let the student drift off to his other 

problems). 
2) Hear the student out. 

a. Don’t interrupt. 
b. Acknowledge their viewpoint. 
c. Restate what you’ve heard. 
d. Use silence. 

3) Look for areas of agreement. 
a. Point out areas of agreement. 
b. Make an optimistic statement. 

4) Request behavior changes only, not attitude changes. 
a. If your request is for them to stop doing something, tell them what to do 

instead. 
 

If you feel you are not making progress with the student, or if things intensify or you feel 
uncomfortable, get the Academic Program Specialist. 

 
Disturbed students usually make their presence known. Foul language and abusive 
comments will not be tolerated. In this situation, immediately get the Academic Program 
Specialist. 

 
Reference: http://hawaii.hawaii.edu/tlc/Dealing%20with%20Difficult%20Students.htm 

http://hawaii.hawaii.edu/tlc/Dealing%20with%20Difficult%20Students.htm
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When to Hand off a Student to Another Tutor: 
 

Remember that you can touch base with fellow tutors, and/or your coordinator or skills 
specialist when encountering difficulties. Do not let the student lose important learning 
time while you look around for a solution. It may be necessary to hand off a tutee to 
another tutor if you sense a lack of connection because of differences in learning/teaching 
styles or differences in personality. You might ask another tutor to join you in helping that 
particular student, and then slowly ease the student over to the other tutor, or you might 
politely suggest to the student that another tutor has specific skills to help him or her. 
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How and How Often Tutors Will Be Evaluated Each Semester: 
 

Evaluating Tutors: 
 

All tutors must be evaluated at least twice per semester. The first evaluation for new tutors 
will occur within the first two weeks of employment. This provides tutors with an 
opportunity to improve their work performance throughout the semester and allow 
supervisors to acknowledge good work performance on a consistent basis. 

 
Experienced tutors will be evaluated at least once each semester. 



 

Palo Alto College Tutoring Services Dept. Evaluation Form 

It is important for tutors to have regular feedback about their work performance. This evaluation form is an opportunity to 
recognize positive work performance and to identify areas for continued improvement. 

 

Name:   Banner ID:     
 

Supervisor:   Circle One:  MLC  RLC  SLC  WAC Other:     
 

Job Title:     Evaluation Period: / /    to / /    
 
 
 

5 EXCELLENT Excels and consistently achieves higher-than-expected results 
4 ABOVE AVERAGE Continuously shows initiative; often exceeds higher-than-expected results 
3 SATISFACTORY Fulfills essential requirements; meets standards and expectations 
2 POOR Needs training and/or improvement in indicated area(s) 
1 UNSATISFACTORY Clearly below expectations; improvement is required 

0 NOT OBSERVED  
 
 
 
 

 RATE EACH OF THE FOLLOWING: 5 4 3 2 1 0 
1. Maintains regular attendance       

2. Maintains punctuality       

3. Follows instructions       

4. Demonstrates a positive work attitude       

5. Demonstrates initiative       

6. Demonstrates accuracy, neatness and thoroughness       

7. Demonstrates cooperation       

8. Works efficiently       

9. Demonstrates the ability to perform under stress       

10. Complies with ACCD and lab policies and procedures       

11. Demonstrates customer service       
 

Supervisor’s comments:     
 
 

 
 

Tutor’s comments:     
 
 

 
 

Supervisor’s Signature:   Date: / /   
 

Tutor’s Signature:     

50 

Date: / /    
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Strategies and Procedures for Addressing the Needs of Special Populations: 
 

• Non-traditional Students 
• DSS Students 
• Other Special Circumstances 
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Non-traditional Students: 
 

Non-traditional students return to school for various reasons. Many are returning to college 
because the job market has dried up, and these students are seeking qualification in new 
professional fields. There are also many people who are going back to college because of job 
dissatisfaction or military discharge. These students pose unique challenges for tutors. They 
have perceptions of their academic skills that are different from regular traditional students, 
and they have different goals in their education and for the tutoring session. 

 
Non-traditional students fall into several categories. First, there are those who have 
experienced a short break between high school and college. These students may have recently 
tried college but did not do well, went into the military and have been recently discharged, or 
tried out a job but quickly found they did not like it. Next, there are students who have had a 
longer break in their education. These students might be men and women who have gone as 
far as they can in a profession and have returned to college seeking another career. For 
example, a nurse’s aide wants to be a registered nurse. Finally, there are students who may be 
returning to college from a long absence due to sheer boredom. 

 
One difference between traditional students and non-traditional students is the way they 
perceive their overall educational experiences. Traditional students just out of high school 
perceive their education as a continuous process extending back to elementary school. College 
is just an extension of their earlier school experiences, except that it is more demanding and 
more loosely structured. Traditional college students usually respond positively to this new 
environment. They sit in classrooms that look similar to their high school classrooms. They 
have instructors who are like their high school teachers, and they do assignments similar to 
the ones they did in high school. Tests, homework, taking notes, and even the campus layout 
have a familiar, nonthreatening feel for these students. Non-traditional students, however, 
have experienced a break in their education. They are returning to a learning process that may 
not have been positive in their earlier academic careers. Their education may not have been 
fulfilling, but they are back in the classroom to get a new start. These students return to school 
with their own unique strengths. Their experiences are broader, and they are sometimes more 
determined to succeed. They are, therefore, more prone to take advantage of student services 
such as those offered by the learning labs. 

 
Some specific recommendations for tutoring non-traditional students: 

 
1. Assign a tutor of equal or older age. 
2. If possible, match genders of the tutor and student. 
3. Keep the student on task. Do not wander into general discussion on the subject. 
4. Treat the non-traditional student with respect; be aware of their maturity and experience. 
5. Try to identify the real problem early on — not the problem the student thinks he or she 

has. 
6. Listen carefully when the student explains the assignment. 
7. Compliment the student on his or her strengths. Find something good and stress it. 
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DSS Students: 
 

Location & Contact 
Office: Palomino Center 116 
URL: http://www.alamo.edu/pac/dss 
Office Phone: 210-486-3020 

 
Disability Support Services Goals 
• To provide reasonable accommodations that enable qualified individuals with disabilities 

to participate in and benefit from all Palo Alto College programs, activities, and services. 
• To ensure that all programs, services, and facilities are accessible and provide equal 

opportunities for education to all students. 
• To encourage students to become independent and self-reliant. 
• To provide information and consultation about specific disabilities and accommodations 

to the Palo Alto community. 
 
Our Mission Statement 

 
The office of Disability Support Services is committed to coordinating reasonable and 
appropriate accommodations, facilitating access to Palo Alto's programs and services, in 
addition to promoting a campus environment that encourages individual achievement for 
students with disabilities. We will serve our community with professionalism, compassion, 
and respect. 

 
Definition of Disability 

 
Section 504 of the Rehabilitation Act of 1973 states: "No otherwise qualified individual 
...shall solely by reason of ...handicap, be excluded from participation in, be denied benefits 
of, or be subjected to discrimination under any program or activity receiving federal financial 
assistance." Federal law guarantees all qualified students with disabilities a learning 
environment that provides reasonable accommodations for their disability. 

 
Federal Law Defines a Disability as: 

 
". . . any mental or physical impairment that substantially limits an individual's ability to 
perform one or more major life activities." A mental or physical impairment includes: 
physical disabilities, visual or hearing impairments, psychological disabilities, learning 
disabilities, communication disorders. Major life activities include: walking, seeing, hearing, 
sitting, standing, breathing, reading/math, learning thought processing, concentrating, 
interacting with others Section 504 of 1973, as well as the Americans with Disabilities Act 
(ADA) of 1990, prohibits discrimination in the recruitment, admission, or treatment of 
students. 

 
Under ADA, Palo Alto College must ensure that its programs, activities, and facilities are 
accessible to qualified students with disabilities. The ADA requires each academic 
accommodation to be made on an individual or case-by-case basis. 

http://www.alamo.edu/pac/dss
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Important Disability Support Services Information 

For the student: 

• It is the responsibility of the student to arrange for disability support services. 
• It is the responsibility of the student to notify people providing instruction about 

disability support interventions. 
 
 

For the tutor: 
 

Tutors must not initiate discussions about student disabilities. 

Reference: 

PAC’s DSS website: http://alamo.edu/pac/htm/new/Current/services/dss 

http://alamo.edu/pac/htm/new/Current/services/dss
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DSSOFFICEOFDISABILITIES:  KeyPoints:List 
 

Here are key points tutors should know. The full document contains expanded explanations. 
 

Tutors do not have to conduct the tutoring session any differently because there is an 
interpreter in the room. 

 
Interpreting Process: 

 
 After the tutor speaks, there is a short delay while the interpreter translates the 

information. 
 Please show the interpreter a copy of the syllabus and assignment sheet when applicable. 
 Please refrain from involving interpreters in the tutoring discussion or speaking directly 

to the interpreter while he/she is interpreting. They can't converse and interpret 
simultaneously. 

• Please be precise when referring to the white board or something in a text book —for 
example, top left corner, third paragraph on the right . . .. 

• Seating arrangement and interpreter placement – sign language is “line of sight,” so 
students need to see the interpreter and the white board. 

• Time Required to Visually Convey Concepts and Humor – interpreting takes a little time. 
• If the student is a “No Show,” how long will the interpreter wait? – 10 – 15 minutes. 
• "I" the interpreter or "I" the student? – Interpreters speak what deaf/HH students sign . . . 

so "I" means the student not the interpreter. 
• Interpreter Code of Conduct – please see the attachment for details. 

 
Deaf and Hard of Hearing Students: 

 
• Watch the Interpreter or Do "In Class" Assignments? – deaf/HH students can't do in-class 

assignments if the instructor continues to lecture while the students work. 
• For Many D/HH Students English is a Second Language – please see the attachment for 

details 
• English: Interpreting - Vs. - Written Skills – please see the attachment for details. 
• Not Every Student Can Speechread and What is Oral Interpreting? – Please see the 

attachment for details. 
 Students using an oral interpreter and residual hearing may not watch the interpreter as 

diligently as a student using a Sign Language Interpreter. 
• It's OK to ask the D/HH Student to answer a question – the interpreter will voice what the 

student signs or the student may voice for themselves. 
• Students sometimes are reluctant to interrupt the tutoring session to ask questions – it's 

hard to know when to interrupt if you can’t hear the flow of the conversation . . . 
interpreters are a little behind due to the few seconds it takes to process language. 

• Sometimes the short answer is not enough explanation – please be patient if the student 
asks for a more detailed explanation to make sure they understand correctly. 

• Study Guides – help students focus on the important information since they are 
depending on someone to take notes for them. 

http://www.alamo.edu/pac/htm/new/Current/services/dss/pdf/2010_Info_Instructors_revised_Jan_9th.pdf
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• Working with an Interpreter – some students are experienced working with interpreters 
and some are not. 

• Some Talk, Some Don't – some deaf/hard of hearing students may use their voice; others 
may choose not to talk, so the interpreter will voice. 

• Pagers, Sidekicks, Cell Phones - deaf/hh students follow the same rules and guidelines as 
hearing students. 

 
Reference: 

 
PAC’s DSS website: http://www.alamo.edu/pac/htm/new/Current/services/dss/ 

http://www.alamo.edu/pac/htm/new/Current/services/dss/
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OFFICEOFDISABILITIES(DSS):Students’RightsandResponsibilities 

Student with Disabilities Rights 

 Students have the right to be evaluated based on their abilities not their disability or the 
effects of their disability. 

 Students are entitled to an equal opportunity to learn. If the location, delivery system, or 
instructional method limits their access, participation, or ability to benefit, they have the 
right to reasonable alterations in those aspects of the course or program to accommodate 
their disability. 

 Students are entitled to an equal opportunity to participate in and benefit from the 
academic community. This includes access to services, extracurricular activities, housing, 
and transportation at a level comparable to that provided to any student. 

 Students have the right to appeal the institution's decisions concerning accommodation, 
first internally by filing a petition with the campus ADA Coordinator and then externally 
by filing a complaint with the regional Office of Civil Rights through the Department of 
Justice or through the Civil Court System. 

 Students have the right to non-academic accommodations for which the student is eligible 
based upon up-to-date documentation, a current Request for Services form on file in 
Disability Support Services, and an interview with the Coordinator of Disability Support 
Services. Examples of such activities are participation in student organizations, 
intramurals, and college athletics. 

 
Students with Disabilities Responsibilities 

 
 Students have the responsibility to identify themselves as needing accommodations in a 

timely fashion. The student must provide documentation from an appropriate professional 
to establish eligibility for accommodation. 

 Students have the responsibility, when requesting accommodations from Disability 
Support Services, to demonstrate or document how their disability affects a particular 
delivery system, instructional method, or evaluation criteria. 

 Students have the responsibility to actively participate in the search for accommodations 
and auxiliary aids such as books on CD or tapes. 

 Students have the responsibility to request accommodations from the faculty in a timely 
manner through a letter of accommodation developed by Disability Support Services and 
delivered by the student. 

 Students have the same obligation as any student to meet and maintain the institution's 
academic and technical standards. 

 
If you have questions,ask Disability Support Services! 

 
Reference: 

 
PAC’s DSS website: http://www.alamo.edu/pac/htm/new/Current/services/dss/ 

http://www.alamo.edu/pac/htm/new/Current/services/dss/
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OFFICEOFDISABILITIES(DSS):  CollegeRightsandResponsibilities 
 

While attending PAC, both the students and the college share in certain rights and 
responsibilities. It is important that students be informed of their Rights and Responsibilities. 

 
College Rights 

 
 The College has the right to identify and establish the abilities, skills, and knowledge 

necessary for success in its programs. 
 Faculty has the right to identify and enumerate the abilities, skills, and knowledge that are 

fundamental to their academic programs/courses and to evaluate each student's 
performance on this basis. 

• The College has the right to request and review documentation that supports requests for 
accommodations. Based on this review by the institution’s expert, the College has the 
right to decline any unsupported request for an accommodation made by the student. 

 The institution and its representatives have a right to select among equally effective 
methods of accommodating a student with a disability. 

 The College has the right to appeal the Disability Support Services provider's decisions 
concerning accommodations internally by participating in the Accommodation 
Committee process developed through Disability Support Services. 

 
College Responsibilities 

 
 The College has the responsibility to inform its applicants and students about the 

availability and the range of accommodations. 
 The College has the responsibility to evaluate applicants based solely on their abilities. If 

an evaluation method or criteria has a negative effect on an applicant with a disability, the 
College will seek reasonable alternatives. 

 The College has the responsibility to ensure that all its programs are accessible. 
 The College has the responsibility to make reasonable adjustments and to participate in 

an Accommodation Committee process if necessary to ensure that courses do not have a 
negative impact on a disability. 

 The College has the responsibility of coordinating accommodations within three (3) 
categories: academic adjustments and waivers; modification or alteration of course 
examinations; provision of auxiliary aids or services. 

 The College is NOT required to provide personal attendants or aids. 
 

If you have questions,ask Disability Support Services! 
 

Reference: 
 

PAC’s DSS website: http://www.alamo.edu/pac/htm/new/Current/services/dss/ 

http://www.alamo.edu/pac/htm/new/Current/services/dss/
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Useful Technology 
 
Kurzweil and JAWS are located in the DSS Office and in the Reading Learning Center. 
Kurzweil is also available in the Math Learning Center. 

 
What is Kuirzweil? 

 
Kurzweil 3000 software is a reading program that works with a PC to allow you to hear a 
scanned text document being read. 

 
Instructions for Operating Kurzweil: 

 Click on the Kurzweil 3000 icon. 
• Click “X” to close the “Tip of the Day.” 
 Place your document face down on the scanner. 
• Click on “Scan.” 
 When the scanning is finished, the document will appear on the screen. 
• Click on “Read.” 

 
 
WHAT IS THE JAWS PROGRAM? 

 
The world's most popular screen reader, JAWS for Windows works with a PC to provide 
access to today's software applications and the Internet for those who are low vision. 

 
It has a multilingual synthesizer, Eloquence, speaks through the computer's sound card, 
reading information from the screen aloud and providing access to a wide variety of 
informative, educational, and job-related applications. 

 
Directions for Operating JAWS 

 
Locate the JAWS icon on either the shortcut or one may go through the Start, Programs menu 
buttons. Once JAWS is launched, it immediately begins reading the content that appears on 
the screen. 

 
There is a Help section to assist you in answering any questions. The Handbook consists of 55 
pages which is too lengthy to print out. 
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Other Special Circumstances: 
 

ESL (English as a Second Language) is a category which includes learners who tutors need to 
be aware of in terms of tutoring. The definition of an ESL student is one whose primary 
language or language of the home is other than English. 

 
One thing to keep in mind is that there are no typical ESL students because they come from a 
variety of linguistic and cultural backgrounds. As a tutor, one may misinterpret the behavior 
of these students and assume that they are acting in a defiant manner when this may simply be 
a cultural response that is being practiced as a normal response in one’s country. 

 
The following is a list of cultural differences in student behavior: 

 
The student avoids eye contact. Keeping eyes downcast may be a way of showing 

respect. In some cultures, direct eye contact with a 
teacher is considered disrespectful and a challenge to the 
teacher’s authority. 

The student tends to smile 
when disagreeing with what is 
being said. 

In difficult situations, a student may smile to avoid 
confrontation or being involved in a difficult situation. 

The student may respond with 
discomfort at physical contact 
or close proximity. 

There may be taboos on certain types of physical 
contact. 
There are also significant differences among cultures 
with respect to people’s sense of what is considered an 
appropriate amount of personal space. 

The student may appear to be 
reluctant to participate actively 
in group work or collaborate 
readily on cooperative 
assignments. 

In some cultures, cooperative group work is not utilized. 
In those instances, students may view sharing as cheating 
or passing along information to others. 

The student responds poorly 
after instruction even though 
he indicated that he understood 
the instruction initially. 

In some cultures, if one expresses a lack of 
understanding, it reflects poorly on the instructor and 
signifies that they are not doing a good job. Therefore, 
the student might refrain from asking questions. 



61  

The following information includes tips on teaching ESL students: 
 
Teachers need to use a variety of methods in presenting information to ESL students and 
encourage students to express themselves in diverse ways that can be understood for 
communicating answers. A multi-sensory approach is what is recommended. This means that 
the auditory, visual, and tactile senses would be employed as avenues for learning. 

 
References: 

 
http://www.bced.gov.bc.ca/esl/policy/classroom.pdf 

 

Collier, Virginia. “How Long: A Synthesis of Research and Academic Achievement in a 
Second Language.” TESOL Quarterly. 28. (1989): 509-31. Print. 

 
 
One example of visually connecting with ESL learners would be to use graphic organizers 
whenever possible. The following is a short list of graphic organizers among several that one 
might utilize: Flow charts, maps, charts, graphs, pictures, mapping, t-charts, Venn Diagrams, 
timelines, and computer software. 

 
Another helpful tip would be to avoid using slang and idioms in the tutoring session. This 
population often has great difficulty learning "slang" and social English because they have no 
one to learn it from. Idioms are expressions that cannot be understood from the meanings of 
their separate words but that have a separate meaning of their own. For example, “It was 
raining cats and dogs” is idiomatic. 

 
Reference: http://www.teach-nology.com/tutorials/teaching/esl/ 

 
 

ESOL students who have learning disabilities are faced with an additional challenge. The 
book, Turning Frustration into Success for English Language Learners (Brice & Roseberry- 
McKibbin, 1999) deals with suggestions for teachers to assist this population of students. 

 
Suggestions for working with this population are the same as for students who are strictly 
ESOL students. Frequent modeling, speaking slowly, and employing additional wait time for 
responses are especially beneficial. 

 
College students may register with Disability Support Services. This would allow for 
someone to come in and lend additional support. For instance, if the student is hearing 
impaired, an interpreter could assist. Some students may need a note taker, etc. 

 
Reference: http://www.teach-nology.com/tutorials/teaching/esl/2/ 

http://www.bced.gov.bc.ca/esl/policy/classroom.pdf
http://www.teach-nology.com/tutorials/teaching/esl/
http://www.teach-nology.com/tutorials/teaching/esl/2/
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VA and Active Duty Military Students: 
 

VA and active duty students fall into the category of non-traditional students addressed earlier. 
These students typically have more focused and practical goals than traditional-age students. 
They pursue education to enhance promotion opportunities within the military or to prepare for a 
career change after completing active duty. VA and active duty military students are highly 
motivated but may have concerns about their ability to maintain the pace of learning of 
traditional students. The break in the learning process may have allowed “holes” to develop in 
their educational foundation. The tutor should provide reassurance to maintain an optimistic 
attitude and patiently fill in any gaps that may be found in the tutee’s educational memory. 
Active duty students may be required to perform Temporary Duty (TDY) at some other location. 
These students may ask you to help them compensate for lost classroom time. Keep in mind that 
the TDY active duty student is a highly motivated student who missed class because of his or her 
duties in contrast to the more common poorly motivated student who just could not make it to 
class for a week. 

 
Both the Department of Defense and the Veterans Administration provide tutoring in addition to 
the services we provide. Active duty personnel (this includes National Guard and Reserve on 
active duty) and their families can receive help from Tutor.com at no charge. Tutor.com can be a 
way of addressing the needs of TDY students. VA students can be reimbursed for the cost of 
private tutoring. So VA students may find a private tutor a more attractive option than the 
tutoring services we provided. If you are using VA educational benefits and would like to know 
more about Tutoring Assistance, please go to the PAC Veterans Affairs Office for more 
information. 

 
 

After traumatic stress such as combat, the student may be jittery or always alert and on the 
lookout for danger. This symptom of PTSD is known as hyperarousal. It can cause the student 
to: 

• Suddenly become angry or irritable 
• Have a hard time sleeping 
• Have trouble concentrating 
• Fear for his or her safety and always feel on guard 
• Be very startled when something surprises him or her 

 
To help someone with these symptoms, you can offer emotional support, understanding, 
patience, and encouragement. Professionals should do any treatment required. 

 
References: 

 
Tutor.com for Military Families website: http://www.tutor.com/military 
United States Department of Veterans Affairs 
website: http://www.ptsd.va.gov/public/pages/what-is-ptsd.asp 
National Institute of Mental Health: http://www.nimh.nih.gov/health/publications/post- 
traumatic-stress-disorder-ptsd/complete-index.shtml#pub13 

http://www.tutor.com/military
http://www.ptsd.va.gov/public/pages/what-is-ptsd.asp
http://www.nimh.nih.gov/health/publications/post-traumatic-stress-disorder-ptsd/complete-index.shtml#pub13
http://www.nimh.nih.gov/health/publications/post-traumatic-stress-disorder-ptsd/complete-index.shtml#pub13
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