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ABSTRACT

DETERMINANTS OF ACCOUNTING SERVICES QUALITY
AND ITS IMPACT ON JORDANIAN CUSTOMERS
SATISFACTION FROM A MARKETING PERSPECTIVE

MOHAMMAD S. AWWAD
Mutah University

This study aimed at investigating the applicability of service quality model in
the field of accounting audit services, discovering the main dimensions used by
customers to evaluate audit services quality and determining the effects of these
dimensions on Jordanian customers satisfaction. To achieve these objectives,
intransitive hypotheses were formulated and tested by using factor analysis and
stepwise multiple regression. The analysis was conducted over a convenience
sample consisting of 343 Jordanian company. The results showed the
applicability of the service quality model (SERVQUAL) to measure perceived
quality of accounting audit services. Additionally, the results showed that there
were only four dimensions of perceived service quality model (SERVQUAL)
affecting the customers’ satisfaction in the field of accounting audit services,
including empathy, reliability, assurance and responsiveness respectively. For
the fifth dimension (tangibility), the results showed that there was no
significance effect for this dimension on the customers’ satisfaction. Based on
these findings, some recommendations were suggested to improve the perceived
quality level of accounting audit services provided by accounting services firms.
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