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Abstract: This study is aimed to research of The Effect of Perceived Service Quality of
Accounting Service Provided by Certified Public Accountants (CPA) on Customer Satisfaction of
hairdressers and barbers. For this purpose, a representative face to face survey has been conducted
in the city of Istanbul on 324 hairdressers and barbers small businesses owners (SMEs) receiving
accounting services all of whom were Istanbul residents. They took part in our face to face survey
throughout October 05"-December 02t 2019. SPSS program has been used for "frequency”,
"reliability", "factor" and "correlation analyses". LISREL structural equation modelling has been
used in order to test the significancy and reliability of our model. As a result of the analysis,
goodness of fit values, t-values and standardized solution values have been analysed and it has
been detected that the independent variables tangibles, reliability, responsiveness, assurance and
empathy have a significant effect on the dependent variable customer satisfaction. We found that
the variable most effective on customer satisfaction is reliability and empathy, assurance,
responsiveness and tangibles variables follow reliability respectively. So, companies should value
these variables, giving a priority to reliability. As this research is the first study conducted on
hairdressers and barbers in Istanbul, it is considered that it will contribute to the companies
providing Certified Public Accountants service.

Keywords: Perceived service quality, Accounting, Customer satisfaction

Serbest Muhasebeci ve Mali Miisavirlerin (SMMM) Miisterilerine Verdikleri Hizmetlerdeki
Algilanan Hizmet Kalitesinin Kuaforler ve Berberler Uzerindeki Miisteri Memnuniyetine Etkisi
Oz: Serbest muhasebeci ve mali miisavirlerin (SMMM) miisterilerine verdikleri
hizmetlerdeki algilanan  hizmet kalitesinin  kuaforler ve berberler iizerindeki miisteri
memnuniyetine etkisinin arastirilmasina yonelik Istanbul ilinde yasayan SMMM'den muhasebe
hizmeti alan 324 kuafor ve berber katilimciya (KOBI) 05.10-02.12 2019 tarihleri arasinda yiiz
yiize anket uygulanmistir. Bu ¢ercevede, SMMM'nin miisterilere verdikleri hizmetlerdeki
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algilanan hizmet kalitesinin miisteri memnuniyetine etkisi somut ozellikler, giivenilirlik, heveslilik,
giiven ve duyarlilik boyutlariyla olgiilmeye calisilmistir. SPSS programi ile "Frekans Analizi”,
"Giivenilirlik Analizi", "Faktor Analizi" ve "Korelasyon Analizi" yapumistir. LISREL yapisal
esitlik modeli ile modelin anlamlilik ve giivenilirligi test edilmis, analiz sonucunda uyum iyiligi
degerleri, t degerleri ve standardize edilmis ¢oziim degerleri incelenmis ve somut dzellikler,
giivenilirlik, heveslilik, giiven ve duyarlilik bagimsiz degiskenlerinin miisteri memnuniyeti bagiml
degiskeni iizerinde anlamli etkisi oldugu tespit edilmistir. Miisteri memnuniyeti bagiml
degiskenini en ¢ok etkileyen bagimsiz degiskenin giivenilirlik oldugu bunu swrasiyla duyarhiik,
giiven, heveslilik ve somut ozellikler degiskenlerinin takip ettigi goriilmiistiir. Buna goére
isletmeler giivenilirlik basta olmak iizere diger degiskenlere de gereken onemi vermelidir.
Aragtirmanin Istanbul ilinde kuaforler ve bernerler iizerine yapimus ilk ¢alisma olmast nedeniyle
SMMM'lik hizmeti sunan isletmelere katki saglayacagi degerlendirilmektedir.

Anahtar Kelimeler: Algilanan hizmet kalitesi, Muhasebe, Miisteri iligkileri yonetimi.

GENISLETILMIiS OZET

Arkaplan:

Muhasebe gecmisten giinlimiize isletmeler i¢in ¢ok énemli bir konudur.
Dolayisiyla muhasebeciler tarafindan algilanan hizmet kalitesi isletmenin
gelecegi icin belirleyici bir faktordiir. Finansal piyasalar ancak sirketler ve
yatirimcilar arasinda karsilikli giiven ile isleyebilir. Bu kapsamda, serbest
muhasebeci ve mali misavirlerin (SMMM) miisterilerine verdikleri
hizmetlerdeki algilanan hizmet kalitesinin miisteri memnuniyetine etkisi
arastirilmistir.

Calismanin Amaci: Bu calismanin amaci,serbest muhasebeci ve mali
miisavirlerin (SMMM) miisterilerine verdikleri hizmetlerdeki algilanan hizmet
kalitesinin kuaforler ve berberler lizerindeki miisteri memnuniyetine etkisinin
aragtirilmasidir.

Yontem:

Arastirma kapsaminda, Istanbul ilinde yasayan SMMM'den muhasebe
hizmeti alan 324 kuafdr ve berber katilimciya (KOBI) 05.10-02.12 2019
tarihleri arasinda yiiz yilize anket uygulanmigstir. Bu ¢ercevede, SMMM'iin
miisterilere verdikleri hizmetlerdeki algilanan hizmet kalitesinin miisteri
memnuniyetine etkisi somut O6zellikler, glivenilirlik, heveslilik, gliven ve
duyarlilik boyutlariyla Olgiilmeye caligilmistir. SPSS programi ile "Frekans
Analizi", "Giivenilirlik Analizi", "Faktér Analizi" ve "Korelasyon Analizi"
yapilmistir. LISREL yapisal esitlik modeli ile modelin anlamlilik ve
giivenilirligi test edilmistir.

Sonuc ve Degerlendirme:

Analiz sonucunda "Frekans Analizi", "Giivenilirlik Analizi", "Faktor
Analizi" ve "Korelasyon Analizi" yapilmis ayrica uyum iyiligi degerleri, t
degerleri ve standardize edilmis c¢oziim degerleri incelenmis ve somut
ozellikler, glivenilirlik, heveslilik, giiven ve duyarlilik bagimsiz degiskenlerinin
miisteri memnuniyeti bagimli degiskeni iizerinde anlamli etkisi oldugu tespit
edilmistir. Misteri memnuniyeti bagimli degiskenini en ¢ok etkileyen bagimsiz
degiskenin giivenilirlik oldugu bunu sirastyla duyarlilik, giiven, heveslilik ve
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somut Ozellikler degiskenlerinin takip ettigi goriilmiistiir. Buna gore isletmeler
giivenilirlik bagta olmak iizere diger degiskenlere de gereken 6nemi vermelidir.
Arastirmanin Istanbul ilinde kuaférler ve berberler iizerine yapilms ilk ¢alisma
olmas1 nedeniyle SMMM'lik hizmeti sunan isletmelere katki saglayacagi
degerlendirilmektedir.

1. Introduction

Accounting has a conventional description that has entered almost every
textbook on the subject. According to this solidified definition, financial
accounting is a tool for recording, classifying, summarizing, reporting and
analyzing economic activities of an organization. Therefore, financial
accounting has a significant value for businesses because it is used in
representing the firm as of the preparation date of the financial tables. Financial
tables are important for firms because they convey information to stakeholders
and in many cases it can be a make or break situation for organizations. For
instance, if the company needs funding, financial tables are used for providing a
foundation for investors’ and creditors’ decisions. Moreover, the government is
also interested in the financial information of organizations relating to tax
issues.

Since accounting information is of such importance for companies, the
creators of financial tables become a focal point for these organizations.
Therefore, accountants who are tasked with forming accounting information for
organizations are vital for providing healthy financial information to
stakeholders about the present situation and prospects of the organization in
question. Thus, many organizations work with CPAs for bookkeeping and
accounting services. CPAs are thought to have a high reputation in public so
that organizations prefer to work with CPAs for bookkeeping and accounting.
The main concept of this study is to find out what the perceptions of
organizations towards CPAs are. The service quality and customer satisfaction
of CPA customers are necessary components of accountant reputation.
Therefore, in this study, 324 small businesses owners consisting of hairdressers
and barbers receiving accounting services all of whom were Istanbul residents.
The fact that the sample of this research included only Istanbul residents, is the
major limitation of this research.

The organization of the paper consists of 4 main parts: Introduction,
Conceptual Frame-work, Research Method and Conclusion.

2. Conceptual Framework
The conceptual framework in this paper has two dimensions: Firstly, the
profession of Certified Public Accounting (CPA) is investigated and basic
concepts are defined. Secondly, there is an extensive literature review
concerning customer satisfaction of parties that hire CPAs.
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Accounting is an important tool for businesses and it can be used to
answer many questions vital to the survival of the firms; such as what should be
the price of the products produced, how much salary should be offered to new
employees or how much cash does the firm need at hand? (Nothhelfer, 2017).
Answering these questions is the task of top management however accounting
plays a critical role in providing the top management with timely and relevant
information.

If a CEO wants to decide on the price of the product the company
produces, she/he needs to know several key elements such as the cost of
production and she/he needs to several scenarios that show possibility of profit
or loss with different pricings. Therefore, top management has an undeniable
need for accurate information. Thus, the reliability of the accountants that
provide bookkeeping and accounting service becomes a key issue in this matter.
Firm management needs the accounting information to be correct, timely and
verifiable to be able to make decisions that serve the interest of the company
since any wrong decisions concerning the financial issues of the firm might
result in bigger losses that affect the business negatively. Too high pricing of
the products may cause loss of market share and too low pricing may cause
insufficient revenue generation (Spatarelu&Petec, 2016). As a result
management demands quality in accounting information provided by
accountants.

Accounting quality has important affects for the firm. According to Xing
and Yan (2019), accounting information quality can be linked to systemic risk
and cost of capital. Moreover, SMEs can find credit easier if they have higher
accounting information quality. Institutional ownership is another important
factor in accounting quality (Hsieh, Shiu and Chang, 2019; Kim & Yasuda,
2019).

There are several contributors to accounting information quality such as
accounting information system, the standards used in financial reporting
(Ciuhureanu, 2015) and competency of the accountant. However, Fuad, Juliarto
and Harto (2019) state that implementing International Financial Reporting
Standards (IFRS) and International Accounting Standards (IAS) does not have a
significant effect on the quality of accounting information. Furthermore,
Cussatt, Huang and Pollard (2018) also report that convergence to IFRS has not
affected accounting information quality.

Therefore, the perceived service quality of accountants becomes very
important as the competency, honesty and quality of the final product affect
important decisions that relate to the current and future financial situation of the
organization. According to Palazuelos, Crespo and Del Corte (2018), honesty
and competence are two important factors that contribute to accounting
information quality perceived by creditors. The perceived service quality of
accountants presumably affects the customer satisfaction (Tosunoglu, Cengiz &
Donmez, 2019).
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2.1. The Profession of Certified Public Accountant

The main regulation concerning the Public Accountant profession in
Turkey is Law No. 3568 (Resmi Gazete, 1989). This Law defines the matters
that Independent Auditors and Certified Public Accountants (CPAs) are obliged
to apply in the performance of their professions. Article 2 of the said Law has
gathered the duties of CPAs in 3 different areas:

* Bookkeeping for customers and preparing their financial reports,

* Setting up and operating the accounting systems,

* Auditing the financial statements (ISMMMO, 1989).

In the research conducted in this article, CPAs will be examined within
the scope of setting up and operating bookkeeping and accounting systems and
not within the scope of independent auditing.

Article 5 of Law no. 3568 defines the special conditions for becoming a
CPA in Turkey. Firstly, a CPA candidate is required to have a bachelor’s degree
in business or similar social sciences programs. If candidates have a bachelor’s
degree from other fields, they are required to have a graduate degree in business
or similar social sciences. The second requirement to be eligible to earn
certification is to complete a 3-year internship and pass the CPA examination.
The CPA examination includes questions on advanced financial accounting,
financial management, management accounting, auditing, taxation, international
trade, capital markets, and commercial and business law (ISMMMO, 2005).

According to the regulation on the conduct of CPAs, all CPAs are able to
continue their profession as long as they abide by the code of ethics and do not
engage in inappropriate behaviour. Moreover, the Regulation imposes ethical
rules in the areas of honesty, impartiality, professional competence and care,
confidentiality and professional behaviour.

Article 8 of the Regulation defines the responsibilities of CPAs. The
responsibilities of CPAs are threefold:

* Responsibility towards society and state,

* Responsibility towards the organization and its managers,

* Responsibility towards colleagues. (Mevzuat, 1990).

CPAs are required to prepare financial statements considering not their
personal gain, but social welfare. Regulation holds accountants responsible for
providing sound, reliable and timely information to stakeholders. The reason
behind this rule is to secure the economic welfare of funds allocated to the
company in question, whether these funds are loans or capital or the security of
funds the company provides to the state as taxing income. This is a concept that
is considered as the first principle of accounting according to Article 8 of
Regulation On Working Procedures And Principles Of Independent Accountant
Financial Consultants And Certified Financial Consultants (Mevzuat, 1990).

Accountants are also responsible for providing the managers and
shareholders of the company relevant and timely information for ensuring that
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the decision-makers can make sound decisions considering investments,
funding, and other important areas (ISMMO, 2017).

The final responsibility of accountants is towards their colleagues, which
makes a self-auditing industry. Accountants are required to heed ethical rules
and the United Chambers of Accounting Professionals follow each professional
who is required to register with the related Chamber and any accountant that
does not abide by the ethical rules and regulations are ostracized from the
profession.

2.2. Literature Review

Accounting is a very important issue for businesses from past to present.
So, the perceived service quality of accountants is a determining factor for the
future of the enterprise. Financial markets can only function with mutual trust
between corporations and investors. Agency theory explains the process of
capital markets by placing accountants as important vessels in forming this
bond of trust (Oxford Research Encyclopedias, 2020). Accountants are
responsible for recording the economic operations of corporations by
considering social responsibilities according to fundamental principles of
accounting (Seal, 2006).

Parasuraman et al (1988) have created the SERVQUAL Model regarding
perceived service quality which consists of five dimensions under the names of
tangibles, reliability, assurance, responsiveness, empathy, These are;

* Tangibles: Physical facilities, equipment, and personnel view,

* Reliability: Ability to perform the promised service reliably and
accurately,

* Responsiveness: Willingness to help customers and provide quick
service,

* Assurance: Knowledge and politeness of employees and their ability to
inspire trust and confidence,

* Empathy: Caring, individualized attention the company provides its
customers.

At present, only two publications have been reached concerning customer
satisfaction from accountants in Turkey. The SERVQUAL scale is used in both
of these studies. Banar and Ekergil (2010) examined the effect of the service
quality of professional accountants in Eskisehir on customer satisfaction.
Reliability, empathy and tangibles were found to have a positive effect in terms
of dimensions. Kurnaz and Giliner (2019) conducted a similar study on
accountants in Erzincan province and as a result found that physical
characteristics, reliability, assurance and empathy dimensions had a positive
effect on customer satisfaction, whereas responsiveness dimension had an
adverse effect. The difference of this study from the other two studies in the
literature is that this study focuses on a single sector, which is hairdressers and
barbers, and is conducted in the province of Istanbul.
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3. Research Methodology

The purpose of the study is to investigate "The Effect of Perceived
Service Quality of Accounting Service Provided by Certified Public
Accountants on Customer Satisfaction of hairdressers and barbers". Within this
framework, "The Effect of Perceived Service Quality of Accounting Service
Provided by Certified Public Accountants on Customer Satisfaction of
hairdressers and barbers" has been tried to be measured by means of the
variables of tangibles, reliability, responsiveness, assurance and empathy.
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Table 1. Research Model

PERCEIVED SERVICE QUALITY
u_,

e .

I_ _RESPONSIVENESS _ _! H3 ﬁ‘ CUSTOMER
1 _ Assumance ] Ha | SATISFACTION
. .

(Source: Developed by researchers.)

In this article, The model of the research has been developed as above by
considering perceived service quality models and customer satisfaction studies
related to in the literature. The hypothesis of the research are as follows:

HI1: The variable “tangibles” is statistically meaning in clarifying
customer satisfaction.

H2: The variable “reliability” is statistically meaning in clarifying
customer satisfaction.

H3: The variable “responsiveness” is statistically meaning in clarifying
customer satisfaction.

H4: The variable “assurance” is statistically meaning in clarifying
customer satisfaction.

HS5: The variable “empathy” is statistically meaning in clarifying
customer satisfaction.

A representative face to face survey has been conducted in the city of
Istanbul on 324 small businesses owners (SMEs) consist of hairdressers and
barbers receiving accounting services all of whom were Istanbul residents. They
took part in our face to face survey throughout October 05" - December 02
2019. The research questionnaire of the study consisted of 3 parts. The first part
consist of demographic questions. The 22 survey questions in the second part
consist of questions adapted from Parasuraman et al. (1988)’s. All were Likert
type (1=Strongly agree, 5=Strongly disagree) survey questions, measuring "The
Effect of Perceived Service Quality of Accounting Service Provided by
Certified Public Accountants on Customer Satisfaction of hairdressers and
barbers". In the last part of the survey, there were 4 Likert type question
statements aimed at measuring customer satisfaction of the participants.
Statistical methods such as frequency, factor, reliability and correlation analyses
and LISREL structural equation modelling has been used in order to test the
significancy and reliability of our model. The sample of this research that
hairdressers and barbers consist of include only Istanbul residents, is the major
limitation of this research.
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3.1. Findings
The demographic characteristics of small businesses owners receiving
accounting services, who participated in our study, are as stated in Table 2
below.
Table 2. Demographic Characteristics

Gender Frequency Percentage
Female 47 14.5
Male 277 85.5
Total 324 100.0
Marital Status
Married 196 60.5
Single 128 39.5
Total 324 100.0
Age
18-29 8 2.5
30-39 152 46.9
40-49 144 44 4
50 and above 20 6.2
Total 324 100.0
Education
Elementry/secondary school 42 13.0
Highschool 74 22.8
Associate degree 86 26.5
Bachelor degree 105 32.4
Master’s degree/PhD 17 5.2
Total 324 100.0
Number of Accountants
1-2 288 88.9
3-4 32 9.9
5+ 4 1.2
Total 324 100

The distribution of the “demografic characteristics” of the research
sample, which consist of 324 participants, is as follows: 14.5% female and
85.5% male, 60.5% married and 39.5% single, 2.5% between 18-29 age, 46.9%
between 30-39 age, 44.4% between 40-49 age and 6.2% 50 and above age,
number of accountants that receiving service up to now 88.9% between 1-2,
9.9% between 3-4 and 1.2% 5 and above, major percentage distribution in
education status is bachelor degree with 32.4%.

It is conducted analysis for determining whether the scales used were
eligible for factor analysis. The KMO rate was 0.922, which showed that the
data were perfectly eligible for factor analyses. Additionaly the p-value of the
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Bartlett test was significant (Durmus et al., 2011) and so it can be said that the
data set was eligible for factor analysis (KMO=0.922, y*Barlett Test (231) =
12722.094, p=0.000). The Cronbach Alpha coefficient was used for testing the
internal validity of the scales used for the study. Accordingly, it has been found
out that the used scales were reliable.

Table 3. Reliability Test

Scale Number of = Cronbach’s
Questions Alpha

Tangibles (TAN), Reliability (REL), Responsiveness 22 0.913

(RES), Assurance (ASR), Empaty (EMP)

Customer Satisfaction (CUS) 4 0.988

The reliability analyses conducted for each of the 5 factors found in the
factor analysis results showed that these 5 factors are highly reliable as their
Cronbach Alpha exceeded the acceptible level of 0.70, as shown in Table 4,
along with factor loadings and factor scores.

Table 4. Factor Analyses Results

Factor R
Factors Question Statements Fact.or Scores Cronbach’s
Loadings (%) Alfa
()
CPA cjmployees have modern 0.863
behaviour
4 The physical appearance of the
- . . 0.922
= CPA office is attractive
&b 16.017 0.954
= CPA employees look neat and
< 0.928
= clean
Equipment used by CPA 0.905
employees looks good to the eye )
Promises made by CPA to
customers are fulfilled in a 0.912
timely manner
o CPA employees show sincere
= interest to provide solutions 0.934
:'g when customers have a problem 20.075 0.965
c CPA employees deliver the right
~ service at the first time 0.886
CPA employees deliver a 0.887
service on time
CPA is reliable 0.922
o CPA shares an information with
g 2 the customers when to deliver a 0.942
g g | service 17.830 0.992
@n Qo . s p
é CPA provides fast service to its 0.944
customers
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Factor Factor Cronbach’s
Factors Question Statements . Scores
Loadings (%) Alfa
0
CPA is always willing to help 0948
customers
CPA employees are never too
busy to respond to customers' 0.933
requests
The behaviour of CPA
employees evokes trust in 0.933
customers
D
:‘é grlz)?ezgisr:;mers feel safe when 0.929
E CPA is always kind to 17.617 0.994
2 0.927
< customers
CPA employees have the
knowledge and training to 0.935
answer customer' questions
CPA employees interested in
e 0.923
each customer individually
CPA working hours are
. 0.915
. arranged to suit all customers
= CPA has employees who are
8 closely interested in each 0.921 21.144 0.979
S customer
CPA closely deals with the
) 0.919
interests of customers
CPA notify the necessary
) . . 0.879
information by e-mail

Table 5. Tangibles, Reliability, Responsiveness, Assurance, Empathy and
Customer Satisfaction Correlation Analyses Results

Mean St.Dev. AVE TAN
TAN | 2.057 1.074  0.818 1

(0.904)

REL | 2488 1.013 0.825 0.459**

RES 2155 0984 0886 0.077

ASR 1511 0.767 0.866  0.099

EM 1479 0.618 0.830 0.157**

P

CUS 1905 0.952 0966 0.290**

REL RES

1 -
(0.908)
0.035 1
(0.941)
0.225% 0.432%

* *

0.155* 0.463*
* *

0.345* 0.338*

* *

** Correlation is significant at the 0,01 level (2-tailed).
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0.495*

*

0.361*

*

EMP CUS

1
(0.911)
0.334* 1
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Table 5 depicts the Correlation Analysis results for trustwortiness,

informativeness, hedonic motivation, economic benefit and buying behaviour
variables. As can be seen, the AVE values are higher that 0.5 and the factor
loadings in Table 4 are also higher than 0.5. These results show that our
variables have convergent validity (Hair et al., 2010).
Apart from that, the fact that the square roots of the AVE values of each
variable (the square root values are shown in brackets) are higher than the
correlations among other variables shows that the variables also have
discriminant validity (Fornell and Larcker, 1981). After the implementation of
frequency, factor, reliability and correlation analyses, we have tested our model
and hypotheses with Structural Equation Modelling using LISREL.

3.2. Testing the Developed Model with Structural Equation Modelling

As a result of the confirmatory factor analysis carried out with LISREL
structural equation modelling program for testing our developed research
model, the goodness of fit values were as follows; Chi square () value 468.47,
p=0; Degrees of freedom=284; y*/df= 1.64; Root Mean Square Error of
Approximation - RMSEA = 0.045; Goodness of Fit Index - GFI = 0.90;
Comparative Fit Index - CFI = 0.99; Normed Fit Index -NFI = 0.97; Root Mean
Square Residual - RMR = 0.020 and Standardized Root Mean Square Residual-
SRMR = 0.022. Accordingly, our research model, results and acceptance
criteria (Cokluk et al., 2012) can be seen in Figure 1, Table 6 and Table 7
below.
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&. 75" 93 \\u\: S21
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Chi-Square=4¢68.47, df=284, P-value=0.00000, RMSEA=0.045

Figure 1. T values of the Second-Order Confirmatory Factor Analysis
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Table 6. Structural Equation Modelling Results and Acceptance Criteria

Goodness of fit values Value Acceptance criteria

Chi square (y?)/ df 1.64 < 2 perfect fit
GFI 0.90 >0.90 good fit

RMSEA 0.045 < 0.05 perfect fit

RMR 0.020 < 0.05 perfect fit

SRMR 0.022 < 0.05 perfect fit

CFI 0.99 > 0.95 perfect fit

NFI 0.97 > 0.95 perfect fit

Table 7. Structural Equation Analysis Results

Dependent Variable Independent Standardized Solutions t-

Variable Values values

Customer Satisfaction Tangibles (TAN) 0.14 2.60

(CUS)
Reliability (REL) 0.20 3.56
Responsiveness 0.17 2.84
(RES)
Assurance (ASR) 0.16 2.99
Empathy 0.18 3.09

The goodness of fit values and the path diagram found out as a result of
the structural equation modelling were significant on the 0.01 significance level
and so our research model proved to be significant, reliable and acceptable.

Conclusion

Accounting is an important tool for businesses and it can be used to
answer many questions vital to the survival of the firms. Accountants who are
tasked with forming accounting information for organizations are vital for
providing healthy financial information to stakeholders about the present
situation and prospects of the organization in question. Financial tables are
important for firms because they convey information to stakeholders and in
many cases it can be a make or break situation for organizations. So many
organizations work with CPAs for bookkeeping and accounting services. CPAs
are thought to have a high reputation in public so that organizations prefer to
work with CPAs for bookkeeping and accounting.

This research is based on the investigation of The Effect of Perceived
Quality of Accounting Service Provided by Certified Public Accountants (CPA)
on Customer Satisfaction of hairdressers and barbers. The model in Table 1 has
been developed based on the studies in the literature. The research model has
been developed by the researchers based on the scale and variables from
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Parasuraman et al. (1988)’s. The model consists of 5 independent and 1
dependent variable. Thoughout the research, a representative face to face survey
has been conducted in the city of Istanbul on 324 hairdressers and barbers small
businesses owners (SMEs) receiving accounting services all of whom were
Istanbul residents; and SPSS program has been utilized for data analyses and
interpretation. "Frequency", "reliability", "factor" and "correlation analysis"
have been carried out using SPSS progam.

The analysis made for testing whether the scales are suitable for factor
analyses or not has shown that the data is in fact perfectly eligible for factor
analyses. Reliability analyses have been carried out with the 5 factors resulting
from the factor analyses and these 5 factors have proved to be highly reliable.
Accordingly; the Cronbach Alpha values, which are all above 0.70, showed that
the used scales are actually reliable. According to the correlation analysis
results, the AVE values and factor loadings above 0.5 showed that the observed
variables have convergent validity. Together with that, the square root of the
AVE values of each of the variables came out to be higher than the correlations
of other variables, which showed that the criteria for discriminant validity has
also been met.

LISREL structural equation modelling has been used for testing the
significance and reliability of the model and the resulting goodness of fit values,
t values and standardized solutions values have been checked as a result of the
analysis. According to the results, the relationship between the dependent
variable ‘customer satisfaction’ and the independent variables ‘tangibles’,
‘reliability’, ‘responsiveness’, ‘assurance’ and ‘empathy’ came out to be
significant on the 0.1 reliability level and therefore it can be said that the model
is significant, reliable and perfectly acceptable. According to the t values, the
independent variable that effects the dependent variable ‘customer satisfaction’
the most is ‘eliability’, which is followed by the independent variables
‘empathy’, ‘assurance, ‘responsiveness’ and ‘tangibles’, rtespectively.
According to this result, small businesses owners receiving accounting services
value the ‘reliability” dimension the most when compared with the other tested
dimensions. The relationship of other independent variables with customer
satisfaction is also significant. These results show that in order to be able to
effect customer satisfaction, CPAs should value all of the independent variables
of this reasearch, which are reliability, empathy, assurance, responsiveness and
tangibles. As this research is the first study on hairdressers and barbers
conducted in Istanbul, it is considered that it will contribute to the companies
providing Certified Public Accountants service.
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