
SERVICE-
LEARNING

TOOLKIT
F O R

SERVICE-
LEARNING

TOOLKIT
F O R

SERVICE-
LEARNING

TOOLKIT
F O R

RACHEL  WHALEN 
AMY  KUO  SOMCHANHMAVONG 

SHORN A  ALLRED 
TAR IQ  ZAMAN 

Building Community Relationships and Partnerships



SERVICE-
LEARNING

TOOLKIT
F O R

Building Community Relationships and Partnerships



RACHEL  WHALEN 
AMY  KUO  SOMCHANHMAVONG

SHORN A  ALLRED 
TAR IQ  ZAMAN 

UNIVERSITI MALAYSIA SARAWAK 

SERVICE-
LEARNING

TOOLKIT
F O R

Building Community Relationships and Partnerships



© UNIMAS Publisher, 2022

All rights reserved. No part of this publication may be
reproduced, stored in retrieval system, or transmitted, 
in any form or by any means, electronic, mechanical, 
photocopying, recording or otherwise, without the prior 
permission of the publisher.

Published in Malaysia by
UNIMAS Publisher, 
Universiti Malaysia Sarawak, 
94300 Kota Samarahan, 
Sarawak, Malaysia.

Printed in Malaysia by
Lee Ming Press Sdn Bhd
Lot 2050, Jalan Swasta, 
Pending Industrial Estate, 
93450 Kuching, 
Sarawak, Malaysia.

Perpustakaan Negara Malaysia   Cataloguing-in-Publication Data

Whalen, Rachel
 TOOLKIT FOR SERVICE-LEARNING : Building Community Relationships and
 Partnerships / RACHEL WHALEN, AMY KUO SOMCHANHMAYONG, SHORNA
 ALLFRED, TARIQ ZAMAN.
 ISBN 978-967-2298-89-2
 1. Service learning.
 2. Student volunteers in social service.
 3. Community education.
 4. Government publications--Malaysia.
I. Amy Kuo Somchanhmayong. II. Allred, Shorna.
 III. Tariq Zaman. IV. Title.
 378.103



vii

Acknowledgement
Foreword
Preface

Introduction to Service-Learning
Service-Learning and Other Experiential Learning 
Approaches
Goals of Service-Learning
Why Service-Learning?
Principles of Good Practice in Service-Learning

Our Service-Learning Partnership and Practice
Organizational Self-Analysis

Activity: Self-Analysis

Building Community Relationships, Identifying 
Strengths, And Understanding Needs

What is Community?
The Importance of Community Input
Relationship Building
Types of Relationships: Transactional, Influential and 
Change-Based

Tool 1: Stakeholder Analysis
Community Organization
Community Champions

xiii
xv

xvii

1

4
6
6
7

9
11
11

15
15
17
17

18
20
20
20

Table of Content



viii

Students
University Instructor
Facilitators
University

Tool 2: The Art of 1:1 Relationship Building
Tool 3: Team Building
Tool 4: Storytelling as Community-Building

21
21
21
22
26
27
28

Developing A Service-Learning Partnership
Assets (Strengths) vs. Deficits

Asset-Based Community Development (ABCD) 
Framework
Asset and Resource Mapping

Community Capitals Framework
Community Mapping
Participatory Communication Tools: 

Visual Charting
Community Dreams/Needs: Starting Conversations
Documenting Community Dreams: Community Profile

University Context for Service-Learning
Service-Learning: The University Framework
Preparing Students to Work in the Community

Community Protocol
Accessing Students: Orientation Guide and Readiness for 
Service-Learning

Preparing Community to Work with Students
Reflection and Evaluation

Reflection Model: What, So What, Now What?
Participatory Program Evaluation
Logic Model

Output vs. Outcomes
Activity: Logic Model

31
32 

 
32
33
35
39
40
40
43
43

47
47
48
50

52

52
54
54
55
58
59
60



ix

What Makes a Successful Proposal?
Activity: Draft an Action Plan

Storytelling as Feedback
Example: Global Citizenship and Sustainability Program

References

61
62
63
64

67

Reading List 
Appendix A: Student Tracking Sheet and Community Agreement
Appendix B: Cognitive Mapping Questionnaire for Service-

Learning Experiences
Appendix C: Community Supervisor Evaluation of Student’s 

Performance
Appendix D: Service-Learning Contract

71
71

 
72

 
73
75

Index 77
Authors Info 83

List of figures
Figure 1: Penan community members in Long Lamai with the 

first group of service-learning students in the Global 
Citizenship and Sustainability program, January 2016

Figure 2: Penan youths and Cornell students join hands 
symbolizing the diversity of the collaboration

Figure 3: Traditional learning vs. Service-learning
Figure 4: The Experiential Learning Cycle (Kolb, 1939)
Figure 5: Social entrepreneurship for service learning training 

conducted in cluster Kuching
Figure 6: Social entrepreneurship for service learning training 
Figure 7: Group work of Internet Centre Kuching
Figure 8: Group work of Internet Centre Changkat Jering
Figure 9: Group work of Internet Centre Perak 
Figure 10: Penan community in Long Lamai, Ulu Baram
Figure 11: Power and Impact Matrix
Figure 12: Stakeholder Analysis (Group, Associations and 

Institutions) 

 
xvii

 
1
2
3
 

10
10
13
13
14
16
24

 
25



x

Figure 13: A group discussion among the four pusat internet in 
Kuching, Sarawak 

Figure 14: Relational web (Sinnot & Gibbs, 2014)
Figure 15: The story circle in the PI Parit Othman, Johor Bahru
Figure 16: A community dialogue in Ba’Lai, before initiating 

service-learning project
Figure 17: Community asset map (Kretzman & McKnight, 1996)
Figure 18: PI Rantau Panjang asset map
Figure 19:  Community capitals framework (Flora & Flora, 2013)
Figure 20: Community asset for PI Kota Pekan, Negeri Sembilan
Figure 21: Community asset for PI Parit Othman, Johor Bahru
Figure 22:  Community map PI Parit Othman, Johor Bahru
Figure 23: Community map PI Felda Taib Andak, Johor Bahru
Figure 24: Visual chart prepared by PI staffs
Figure 25: Participants are creating map to locate their Pusat 

Internet
Figure 26: Visual charting exercise
Figure 27: Presenting for community feedback
Figure 28: Community members sketching community profile
Figure 29: Example community profile (Pre-departure kit for 

Global Citizenship and Sustainability Program) 
Figure 30: Service-learning students interviewing iban 

community in Sibu
Figure 31: Socialization circles
Figure 32: Students’ sketches of interaction scenario in service-

learning programmes
Figure 33: Framework for Community-Researchers Engagement 

(Falak & Zaman, 2020)
Figure 34: Reflection activity at PI Felda Pasoh 3, Negeri Sembilan
Figure 35: Example of a self-reflection by the four Internet Centre 

in Kuching, Sarawak
Figure 36: Logic model (Taylor-Powell and Henert, 2008)
Figure 37: Logic model exercise (Taylor-Powell and Henert, 2008) 

 
25
28
29

 
31
34
35
36
38
38
39
40
41

 
42
42
42
44

 
45

 
49
50

 
51

 
53
54

 
55
59
61



xi

List of tables

Table 1: Comparison of service learning and other experiential 
learning approaches

Table 2: Spectrum of relationships
Table 3: Summary of categories of Stakeholders
Table 4: Outputs vs. Outcomes (Poister, 2003)

5
19
22
60



xiii

The authors would like to express their sincere gratitude to the Institute of 
Social Informatics and Technological Innovations (ISITI) for giving them the 
opportunity to collaborate and write this Toolkit for Service - Learning (Building 
Community Relationships and Partnerships). The authors would also like to 
show their greatest appreciation to the projects Technopreneurship, Innovation 
and Enterprise Development Program (TIED) and Community Opportunities 
and Needs Supported Through Networked Entrepreneurship, Innovation and 
Communication Technology Strategies Program (CONNECTS). The projects 
were a great source of reference during the development of the content and in 
supporting the production of this book. In addition, the authors would like 
to thank MAXIS and Sprintz Designs Sdn. Bhd. for providing the chances to 
collect information and gain experience under their respective Pusat Internet 
Komuniti. Last but not least, the authors are forever grateful to the communities 
in Long Lamai, Machan, and Bawang Assan for their contribution and 
assistance in making this wonderful project a success.

Acknowledgement



xv

Foreword

I first met Amy Kuo Somchanhmavong and Shorna Allred at the International 
Conference on Engaged Learning and Information and Communication 
Technologies (ICTs) for Development in the University Curriculum. It was 
co-organized by Cornell University, the University of Selangor and the Asian 
Institute for Development Communication, and held in Selangor, Malaysia 
from 3_5 June 2014. Amy and Shorna presented their service learning 
experiences working with rural communities in Asia while I outlined my 
experiences with UNIMAS from introducing ICTs to remote communities in 
Malaysian Borneo. We clicked immediately.

After boldly suggesting to Amy and Shorna to consider linking their 
programme to ours, they displayed admirable courage and creativity to 
take the idea seriously, with the result that, after a great deal of meticulous 
planning, preparation and logistical co-ordination, the first cohort of Cornell-
UNIMAS service learning students, which included Rachel Whalen, arrived 
in the remote and isolated community of Long Lamai on Borneo in January 
2016. I had the good fortune to be invited to join them on that ground-
breaking initiative, which has since blossomed into many more such student-
community encounters and a fully-fledged campus-wide service learning 
programme at UNIMAS.

In addition to Amy and Shorna’s professionalism and dedication, what struck 
me most was how well the students adapted to the totally alien environment 
of Borneo’s interior, and, equally critical, how well the community warmed 
to their presence. Without doubt, these outcomes were in no small part due 
to the assiduous development and implementation of the processes outlined 
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in this book. My experiences have taught me that cross-cultural community 
development encounters are laden with pitfalls for the unprepared. Had I had 
access to the accumulated wisdom and advice here, my own efforts would have 
been greatly eased.

Anyone engaged in service learning needs practical advice from people 
with direct experience who are drawn from the entire range of relevant 
stakeholders. The service learning programme that is featured here has 
spawned a broad catalogue of highly desirable outcomes. The participating 
students from Cornell are engaged within the University’s Global Citizenship 
and Sustainability Program which fosters cross-cultural learning while 
building skills in community-based research. The feedback I have received 
from them suggests it does far more than this; engendering a life-changing 
outlook on the world that they will carry forward as tomorrow’s leaders into 
whatever occupation they adopt.

The communities benefit from their joint participation through the injection 
of external perspectives on localised development schemes that strengthen 
resilience and promote sustainable livelihoods. UNIMAS has absorbed its 
learning from the engagement with Cornell and has now integrated service 
learning into every academic programme that it offers. Finally, arising 
from its origin within another programme for deploying ICTs among rural 
communities, thereby adding social and economic value to the technology, the 
approach to Service learning that is described here, involving local managers 
of community internet centres, achieves the additional benefit of helping to 
achieve the full potential of digital technology for citizens who have the least 
access to it.

Service learning allows students to engage with communities in order to apply 
the knowledge and skills that they have learned in the classroom to their needs. 
This service learning Toolkit will show you how to do this.

Roger Harris


