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ABSTRACT Understanding the key events in the process of customers’ receiving library service can help us find core
essential factors that influence customers’ perceived service quality. Based on Critical Incident Method, the study has
gathered satisfied and dissatisfied events in receiving library service from 501 users by questionnaires. Four themes
including management, behavior, attitude and resources were analyzed. The critical incident investigation reveals some
possible service quality problems in the library service system and the distribution of the concerned management processes
and factors are concentrated. Therefore, this study puts forward the ideas to build core positions, key processes and
regulations and discusses the tasks for the construction of the library service system. 1 fig. 8 tabs. 11 refs.
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