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Article info Abstract

The main goal of this study is to identify the quality dimensions of
management accounting setrvices, determine the position of the
ethical dimension, and rank them using the FAHP. The constructs of
each dimension were explained by reviewing related studies, and then
the dimensions and constructs of each dimension were ranked using
FAHP. The statistical population is managers of manufacturing
companies at all levels, who work in the financial sector and are
familiar with management accounting services. The study period is
2022-2023 and the data collection tool is a questionnaire. 208
questionnaires were analyzed using the Friedman and T-test. The
quality dimensions of management accounting services are classified
into dimension four: technical, functional, image, and ethical. The
results showed a significant difference between the ratings of
management accounting service quality before and after using the
FAHP. In addition, based on the ranking of the FAHP, the
importance of the quality dimensions of management accounting
services is, respectively, the technical dimension, functional
dimension, image dimension, and ethical dimension. The constructs
of the ethics dimension are polite behavior of personnel, compliance
with professional ethics of personnel, providing unbiased
information, and providing honest information. Based on the results,
increasing the services quality has a direct relationship with the
constructs of technical, functional, image, and ethical dimensions.
Therefore, special attention should be paid to the constructs of these
dimensions. Also, the management accounting department in each
organization should prepare checklists that include the constructs of
the quality dimensions of management accounting services and
evaluate their performance based on these checklists.
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Introduction
The success of a company depends on management decisions made based on accounting information,
especially management accounting information (Suryana & Rifai, 2023, 49). The first responsibility of
management accountants is to provide the necessary information for managers to make decisions (Namazi,
2022, 7). Therefore, high-quality management accounting services led to better management decisions
(Gyamera et al., 2023), better organizational performance evaluation (MalekHosseini et al., 2021), and
determination of organization strategies and more accurate financial planning (Gyamera et al., 2023).

Despite the importance of the management accounting services quality, the identification of
management accounting services quality dimensions has not been studied. Meanwhile, if management
accountants want to maintain and improve their status in organizations, they should pay special
attention to the services quality. In this regard, there are important questions, including: What are the
management accounting services quality dimensions? Which dimension is more important? What are
the constructs for each dimension? Does the ranking of these dimensions using the FAHP model show
a significant difference compared to the case where this model is not used?

The main purpose of this study is to answer the above questions. In order to reach this goal, the
service quality study of Gronroos (1984) is cited. At first, the constructs related to service quality are
extracted from related studies. And then these constructs are classified in fout technical, functional,

image and ethical dimensions. Finally, they are ranked based on two methods (Friedman and FAHP).

Main body

According to the theoretical framework of service marketing provided by Gronroos (1984), there are
fundamental differences between the marketing of services and the marketing of physical goods.
According to his theory, service quality consists of two sub-processes: (1) What the customer achieves
when providing services (technical dimension) and (2) the psychological characteristic that is related to
the interactions between the service provider and the customer (functional dimension). In terms of the
quality of management accounting services, the technical quality is equivalent to the qualitative
characteristics of information. The functional quality of management accounting is equivalent to the
social interactions between management accountants and internal users of their information for
decision support. Gronroos' theory also considers the image dimension as a dimension of service
quality. Because in many cases, the customer communicates directly with the service provider while
providing the service.

Gronroos's model for marketing three dimensions of technical, functional, and image services has been
considered. In addition to these dimensions, ethics is a set of dos and don'ts that people of a profession

must follow to fully fulfill the quantitative and qualitative conditions of work they have committed to (Kay
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and Popkin, 1998). From the point of view within of the profession, creating an ethical atmosphere increases
people's job satisfaction (Elci and Alpkan, 2009). From the point of view outside the profession, a profession
that fulfills its moral responsibilities well in front of society enjoys the favor of more people and a better
position in society (Uddin et al., 2021). Also, paying attention to ethical concepts by human resource
management increases the organizational commitment of employees (Zain-al-Abidinzadeh et al, 2023, 177;
Behboodi et al, 2024, 1). In addition, unethical behaviors reduce people's trust in services (Mahdavi and
Salehi, 2022, 75). As a result, in this study, the ethics dimension was considered as one of the quality
dimensions of management accounting services. This template is for all services. The constructs of each
dimension should be determined specifically for management accounting services.

Hypothesis: There is a significant difference between the quality dimensions of management
accounting services before using FAHP and after using it.

To test the main hypothesis, the ratings obtained based on the Friedman test and based on the FAHP
method for each dimension and the constructs of each dimension were compared with each other (using
the t-test) to determine whether there is a significant difference between the ratings. The results of the t-
test for four dimensions at the 5% error level showed that there is a significant difference between the

two methods

Conclusion

According to the findings of this study, to increase the use of management accounting setrvices, the quality
of services should be increased. Increasing the quality of services has a direct relationship with the constructs
of technical, functional, image, and ethical dimensions. Therefore, special attention should be paid to the
constructs of these dimensions. Also, the management accounting department in each organization should
prepare checklists that include the constructs of quality dimensions of management accounting services.
And, the performance of management accounting department employees should be evaluated based on
these checklists. In addition, tools and equipment for the use of management accountants should be
updated, and management accountants should also learn the latest information technology so that they can
provide quality services. On the other hand, sufficient information should be given to the personnel of the
management accounting department about the constructs that affect the quality of management accounting
services, and in them these beliefs will atise that compliance with the constructs of the quality dimensions
of management accounting services will maintain and improve the position of management accounting in

companies.
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