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Abstract

This study aimed to test the relationship between customer expectations and work
efficiency of accounting firms in Thailand. The sample were 400 executive of Accounting Firms in
Thailand. Questionnaires as data collected tools were sent out by mail. The total 132 complete
questionnaires were returned making 35.01 percent. The statistics used for analyzing the collected
data included t-test, F-test (ANOVA and MANOVA), multiple correlation analysis, and multiple
regression analysis. The research findings revealed the following : 1) The customer expectations
of reliability positively affected and related to work efficiency. 2) The customer expectations of
responsiveness positively affected and related to work efficiency. And 3) The customer expectations
of empathy positively affected and related to work efficiency. Therefore, the executives of accounting
firms should take of this research to use the information to evaluate the ability of the organization.
To develop the performance and capacity are eligible, established and can respond the needs of
customers. Made exactly expected even more. Which will bring customer satisfaction and resulted

the accounting firms, sustainable advantageous competitors.
Keywords : Customer Expectations, Work Efficiency, Accounting Firms
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AS wnw  anuidedold

REL  uwnw  enwlbinalele
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duls TWE AS REL RES EM VIF

X 4.24 4.64 4.63 4.43 4.57

S.D. 0.54 0.47 0.41 0.51 0.47
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