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Background:

What we did:

Library renovation displaced 40 public computers 
from main service floor.  Reference staff wanted 

to remain accessible to patrons.

The library’s Reference and IT departments  
developed a software program dubbed QuickHelp™.  
It was installed as a desktop icon on all public 
computers.

A corresponding alert system was developed and 
installed on all Reference desk computers.

How it works:

Patrons click on the QuickHelp™ icon  
and are prompted to confirm their  

request for assistance.                    

Once the request is confirmed, patrons 
are notified that assistance is on its way.

An alert message appears simultaneously on  
Reference computers. Messages indicate  

the floor, computer and time of the requests.
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Conclusion:

 QuickHelp™ service continues, even after  
 renovations are complete.
 
 Patrons like it and need little training  
 or encouragement to use.
 
 QuickHelp™ is used the most at the  
 beginning  of each semester.

 Most questions are  informational, which 
 is consistent with other methods of our 
 patrons’ inquiries.
 
 The service makes Reference staff more   
 visible to patrons.

Health Sciences and Human Services Library || University of Maryland, Baltimore


