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ABSTRACT

Thammasat University Library used a Customer Journey map to study customer
behavior in depth. The objective was to understand users’ behavior, needs, and issues in searching for
information. Additional goals included acquiring information resources to educate undergraduates to
use information, and making library services more efficient and responsive to behavior and needs of
current users.

Three groups of bachelor's degree candidates from Rangsit campus were interviewed.
These included 26 students from the field of Sciences and Technology; 22 from Health Sciences; and
20 from Social Sciences. All had visited the library from July to August 2019. They were among
undergraduates who had borrowed the most books over the past academic year.Results indicated no
different search behavior among the three student groups. All of them searched for websites, learning
sources, documents, and articles by professors and former students. In so doing, they found this a
quick and efficient means to access information resources. On top of that, their search and access to
TU Library information resources resulted in the following four major issues that may guide the library’s
future service development. These four aspects included 1) the fact that the students did not
understand the search system with three fields for inputting information; 2) one group of the students
were unable to locate books because they failed to understand the book classification system, or that
the book status was listed as available, but the book itself was not on the library shelves. Although
students may renew books online, 3) many forgot to do so before overdue fines were incurred; and
4) one group of the students preferred to return books to library staff at the circulation counter rather

than using the automated book return option.

Keyword: Customer journey, Customer behavior, In-Depth interview, Library users study,

Information resources searching
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