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ABSTRACT

Development and promotion of electronic services in COVID-19 crisis with the
Customer journey concept (Awareness, Consideration, Purchase, Retention and Advocacy) and ADLI
(Approach-Deploy-Learning-Integration) principles by The Library, Faculty of Associated Medical
Sciences, Chiang Mai University was operated with the purpose for developing and promoting
library's electronic services by Customer journey with guidelines to conforming with the library
user’s behavior in the COVID-19 crisis. And announcement on protective measures against the
spread of COVID-19 by Chiang Mai University. As a result of applying the Customer Journey
concept, starting from March - July 2020, the library has developed and promoted electronic



services that increase the electronic service using statistics (X = 4.50). Users can access
information resources easily, quickly, and completely in various ways. Furthermore, from the
review of the electronic service developing and promoting process, the strength and opportunity
are found for the development of electronic service which the library can establish an action plan

for encouraging and advancing the electronic services to continue to accept the changes.
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