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ABSTRACT

The objective of this study was to
customers in order to serve them satisfaction. The operational quality of accounting
firms can affect to customer’ reliability and trust. Besides this, the accounting firms
with
excellent service will be then run smoothly and effectively achieve the goal.

Thus the researcher was interested in conducting a study of the relationship
Between operational quality and excellent service of accounting firms in
northeastern.

A questionnaire was constructed to collect data from 132 accounting firms. The
statistics used for analyzing the collected data were t-test , F-test (ANOVA and
MANOVA),

multiple correlation analysis, simple regression analysis and multiple regression
analysis.

The results of the study revealed that the entrepreneurs accounting firms in
northeastern agreed with having operational quality as a whole and in each of all
these
aspects at a high level : executive’s responsibilities, customer-related processes,
resource management, performance and tracking and monitoring ; and they agreed
with
having excellent service as a whole and in each of all these aspects at a high level :
reliability and trust, assurance, responsiveness, empathy and images.

The entrepreneurs accounting office with accounting firms in the upper
northeastern agreed with having excellent service in the aspect of responsiveness
more
than those in the lower northeastern. The entrepreneurs accounting office with
different
operational cost at the beginning time agreed different with having excellent service

in



each aspect. The entrepreneurs accounting firms in northeastern with periods of time
for

business operational were less than 5 years agreed with having excellent service as a
whole more than those being over 5-10 years.

From analysis of the relationship and effects, the following were found : 1)
operational quality of tracking and excellent had positive relationship with and
effects
on the excellent service as a whole in these aspects of reliability and trust and
responsiveness ; 2) operational quality of resource management had positive

relationship with and effects on the excellent service as a whole in these aspects of



