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ABSTRACTS:

This research aims to analyze the possible effects of audit firms' service quality on auditee satisfaction and the
mediating role of SMP firms' corporate image in receiving audit services in Malaysia. Raw data were collected used
structured questionnaires through email communication. The collected data were analyzed first using descriptive
statistics, followed by correlation analysis to establish the mediating effects of the corporate image between the
dependent and independent variables. The study found that only empathy of service quality has a significant
relationship with corporate image and corporate image also a significant relationship toward auditee satisfaction. In
another finding, the researchers found an entire mediating effect relationship of the corporate image between
assurance and auditee satisfaction. Research such as this is deemed essential to manage SME firms and audit firms
alongside academics who may want to pursue the subject matter further. From the recent finding, an audit firm
should be given the attention of Assurance and empathy of SERVQUAL and corporate image variable if they need
to survive in the competitive environment of the economy facing the world of the pandemic of Covid-19. The
research findings are also imperative to scholars by adding current knowledge on service quality, internal audit and
risk management. Nonetheless, its sample size limits the study. Therefore, the results do not represent the whole
business organization because it only limited to smalls and medium enterprise firms.

Keywords: SERVQUAL, responsiveness, Assurance, empathy, corporate image, auditee satisfaction
INTRODUCTION:

Currently, in Malaysia, through the Company Act of 1965 in section 174 referred to the Act were states that all
registered companies, regardless of size, type of business, or whether the company is public or private, must undergo
with their financial statement to be audited by Chartered Accountants or license auditor by annual basis. The said
financial statement should be prepared following the accounting standards approved by the Malaysian Accounting
Standards Board (MASB) and the provision of the Companies Act of 1965 and amended 2019 and audited by an
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approved auditor. Malaysia companies are Public Listed, Non-public Listed, Private Limited, and Exempt Private
Companies. Other than exempt Private Companies, all companies must file audited financial statement together with
Annual General Meeting yearly to the Companies Commission of Malaysia (CCM)

Roles and Function of SME to The Malaysian Economy

SMEs play the backbone of the Malaysian economy. SMEs are essential traders and services to support the
Malaysian principle economics. This requires effective and efficient management (Abdul Jalil et al., 2021; Mohd
Noh et al., 2021; Mustafa et al., 2021; Roszi et al., 2021; Tumisah et al., 2021). Furthermore, almost of SMEs are
also producers of finished goods and services. In conclusion, these SMEs contribute to the growth of manufacturing,
services, agriculture sectors, and ICT services in output, value-added, employment, and export (SME Corporation
Malaysia, 2017). Their contributions resulted in significant impacts on the Malaysian economy. In 2017, SMEs
contributed 37.1percent to the gross domestic product, 66.0 per cent to employment opportunity, and 17.3 per cent
to export (SME Corporation Malaysia, 2018). However, SMEs in Malaysia only contribute 37.1 per cent of total
establishment SMEs in Malaysia compared to more than 40 per cent GDP in other regional economies such as
Taiwan, Korea, and Japan; this suggests that there is a large available area for Malaysian SMEs to expand their
participation (SME Corporation Malaysia, 2018)

The lack of human resources in SMEs causes them to do outsourcing to improve their organization (Irma et al.,
2021; Suzana et al., 2021; Rohanida et al., 2021; Nazrah et al., 2021; Shahrulliza et al., 2021). This has encouraged
small and Medium Accounting Practice (SMP) birth, especially after the lousy accountability and internal control in
SMEs. SMEs become the niche market for SMPs. Generally, SMPs assist SMEs in their compliance with
accounting, taxation, and other regulatory requirements. This situation requires leadership and management that has
a clear vision (Mohd Arafat et al., 2021; Sumaiyah et al., 2021; Hifzan et al., 2021; Shahrul et al., 2021; Helme et
al., 2021). The lack of experts also becomes an advantage to SMPs to extend their services in advisory and
consulting types of services to provide for the business needs of the SMEs in the ever-changing business
environment (A.S.Saleh, 2006; Saleh, Quazi, Keating, & Gaur, 2017)

There is numerous definition of SMEs that can be found in the literature. However, this research will use the
definition proposed by SME Corporation, as this is the most comprehensive (SME Corporation Malaysia, 2016).
These SMEs firms were divided into two sectors; there are manufacturing and services and other services. SMES can
be categorized into three categories: (i) micro enterprises, (ii) small enterprises, and (ii) medium enterprises. The
arrangements are based on the number of employees and sales turnover. Table 1 shows the detail of SME's
definition.

Table 1: New Definition of SMEs in Terms of Annual Sales Turnover and Full-Time Employees, Malaysia (2014)

Category Micro Small Medium
Manufacturing sales turnover of less | sale  turnover  from | Sales turnover from RM 15
than RM300,000 | RM300,000 (RM10) million to not
(RM200,000 — | (RM250,000) to less | exceeding RM 50 (RM25)
250,000) than RM15 (RM10) | million OR Employees from
million OR employee | 75 (51) to not exceeding 200
from 5 to less than 75 | (150)
(50)
service and other sectors OR Sales turnover from RM | Sales turnover from RM 3
300,000 (RM 200,000) | (RM1) million to not
to less than RM 3 (RM1) | exceeding RM20 (RMD5)
Employees lessthan 5 | million OR Employees | million OR Employees from
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from 5 to less than 30 | 30 (20) to not exceeding 75
(19) (50)

Source: National SME Development Council (Malaysia, 2013). Note: Figures in bracket refer to the old
definition of SMEs.

Manufacturing Services and Other Sectors
Sales turnover: Sales turnover:
RM15 mil < RM50 mil ! RM3 mil = RM20 mil
OR Medium OR

Employees: From 75 to = 200 Employees: From 30 to =75

Sales turnover:
RM300,000 < RM3 mil
OR
Employees: From 5 to < 30

Sales turnover:
RM300,000 < RM15 mil
OR
Employees: From 5 to <75

Sales turnover:
< RM300,000
OR
Employees: < 5

Sales turnover :
< RM300,000
OR
Employees: < 5

(Source: http://www.smecorp.gov.my)
Statement of the problem

It has become crucial for a service organization to know whether auditees are satisfied with their offering and the
quality of their audit services to decide if improvements need to be made, especially in the auditing industries sector.
This necessity is not unrelated to the increasing demand for audit services in Malaysia and the uncertainty associated
with audit services' responses to service quality. Again, service quality (SERVQUAL) is a multidimensional
construct consisting of reliability, responsiveness, tangibles, assurance, and empathy, as Parasuraman et al. (1988)
proposed. The extent to which clients of audit services are satisfied with each of these dimensions of service quality
in Malaysia, especially to Smalls and Medium Enterprise who are practising business in the country, is a subject that
demands urgent research attention. Moreover, given that the SERVQUAL dimensions were developed in a Western
environment, suitability and usability in a non-Western economy like Asian Country, especially Malaysia, are yet to
test.

Through continuous improvements of the SERVQUAL dimensions (reliability, responsiveness, tangibles, assurance,
and empathy) are essential for organizations that wish to meet their auditees' changing needs proactively, the extent
to which audit services providers are responding to this concern is far from clear. Meanwhile, continuous
improvements in audit services' service quality hinge on how auditors respond appropriately to the development in
the audit industry.

It is also relevant to mention that service quality is strongly linked to auditee satisfaction, influencing consumers'
choice of audit outfit to patronize (Farah et al., 2021; Syahrul et al., 2021; Quah et al., 2021; Ahmad Syarifuddin et
al., 2021; Jumiah et al., 2021). However, an unclear concern is that audit firms' corporate image affected the
relationship between service quality and auditee satisfaction (Mohd Ali et al., 2021; Parimala et al., 2021; Siti
Jamilah et al., 2021; Nor Fauziyana et al., 2021; Noel et al., 2021). Whether clients of audit services stick to a
particular service outfit or not, and the reason behind selecting any of these decisions has remained a yet-to-be-
answered question to date (Ahmad Shafarin et al., 2021; Junaidah et al., 2021; Farah Adibah et al., 2021; Ahmad
Shakani et al., 2021; Muhamad Amin et al., 2021). While understanding these links in the audit services industry is
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relevant in Western and Asian environments, its urgency seems more extraordinary within an Asian environment
like Malaysia.

Research questions

The study aims to identify the relationship between service quality of responsiveness, Assurance, and empathy
towards the corporate image. While corporate image mediates the relationship between service quality
(responsiveness, Assurance, and empathy) and auditee satisfaction of SMEs firm in receiving audit service from
SMPs firm in Malaysia. by that general objectives, the researchers listed out the specific aims as below:-

I Does the SERVQUAL of (responsiveness, Assurance and empathy) have a significant relationship
towards corporate image?
Il. Does the corporate image have significantly influence auditee satisfaction?
. Does corporate image mediate the relationship between SERVQUAL of (responsiveness.
Assurance, and empathy) and auditee satisfaction?

The objective of the study

This study's general objective is to determine whether a relationship between service quality dimensions
(responsiveness, Assurance, and empathy) has a significant relationship towards the corporate image. Moreover,
corporate image's role in mediating the relationship between SERVQUAL (responsiveness, Assurance, and
empathy) and auditee satisfaction. Base on this, the current study perceived the following specific objectives:--

1. To examine the relationship of service quality (responsiveness, Assurance, and empathy) on the corporate
image of SMP on SMEs firm in Malaysia.

2. To determine the relationship between corporate image and auditee satisfaction.

3. To analyze the mediating of corporate image relationship between SERVQUAL of (responsiveness,
Assurance and empathy) and auditee satisfaction.

LITERATURE REVIEW:
Service Quality and SERVQUAL

Service quality refers to the highest possible delivery of service standards based on tangibility, reliability,
responsiveness, assurance, and empathy of the service organizer. Numerous studies have focused on customers'
satisfaction and service quality in the hospitality industry in current years. Several contributions have been made
concerning numerious approaches for improving auditee satisfaction (Fitsmmons, 2006). The popular extensive
research into service quality is user-oriented. Zeithaml and Bitner (2000) initially confirmed that service quality is a
focuesd evaluation that reflects the auditee's perception of specific dimensions of service: reliability, responsiveness,
Assurance, empathy, tangibles. Lori et al. (2003) stated that the aims of the instrument is to provide a tool for
assessing auditee perception of service quality in service and retailing organizations (Saidin, Sanuri, Mokhtar, Saad,
& Yusoff, 2015) . Lori added that the perceived quality is the degree and direction of a discrepancy between
auditee's perceptions and expectations. Auditee perceptions are complex evaluations of actual service experiences.
The instrument was based on the rational that service quality is different between the auditees' expectations and the
service they received. (Kurtz and Clow, 1998).

It was found that auditees evaluate service quality on five dimensions, such as tangibles, reliability, responsiveness,
assurance, and empathy. The dimensions represent service quality or SERVQUAL. These dimensions are
representing the items during the service session provided by the organizer.
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* Tangibles: the appearance and visual aspect of physical facilities, equipment, and personnel's appearance.
* Reliability: the ability to perform the promised service dependably and accurately.

* Responsiveness: willingness and to help auditees and provide prompt service.

* Assurance: Knowledge and courtesy of employees and their ability to convey trust and confidence.

» Empathy: caring, individualized attention the firm provides its auditees.

SERVQUAL also highlights the difficulties in ensuring high service quality for all auditees in every situation
(Kinney, Palmrose, & Scholz, 2004). More specifically, it identifies five gaps where there may be a shortfall
between service level expectations and perception of actual service delivery. SERVQUAL has been widely used in a
variety of industrial, commercial, and non-profit settings. The studies include retailing, dental services, hotels, travel
and tourism, car servicing, business school, higher education, hospitality, business to business channel partners,
accounting firms, architectural services, recreational services, hospitals, airline catering, banking, and local
government. Britney and Hubert (1994) mention that SERVQUAL dimensions are viewed as good predictors of
service quality. SERVQUAL dimensions are also good predictors of overall quality and may also be highly
correlated with overall satisfaction. Therefore, SERVQUAL will be employed in this research.

Corporate image

American Marketing Association (AMA) defined corporate image as "a name, term, sign, or design, or a
combination of them, intended to identify the goods and services of one seller or group of sellers and to differentiate
them from those competitors” (Kotler, 2003). This is similar to Aaker's statements that the corporate image is a
name and symbol that distinguishes (in the form of a logo or symbol, stamp or packaging) to identify one seller's
goods or services or group of sellers. Kotler (2003) mentioned that a goods corporate image will come to boost the
company’s image. Corporate image is the front-liner of a product, an initial view that allows auditees to identify
those audit services. In principle, corporate image promises audit firms or providers who continually bring a unit
series of performance, benefits, and service to potential auditees (Diputra & Yasa, 2021; Hassan, Sallaudin, et al.,
2019)

The corporate image plays an essential role in the development of an audit firm image because the corporate image
influences audit firm reputation and credibility, which later becomes a "guideline™ for the auditee to try, use and
purchase a product or service than giving rise to a particular experience (image experience) that will determine
whether the auditees will be loyal to the image or just becoming an opportunist (easy to switch to another image)
(Aziz, Afthanorhan, & Awang, 2016)

Audit firms also are significant in providing audit services to the Smalls and Medium Enterprise SMEs firm in
Malaysia. that cases audit firms also not acceptable to maintain their corporate image to retain and attract new and
potential auditees to subscribes to their services (Wijaya, 2009)

Auditee Satisfaction

Auditee satisfaction is complex and conceptualized as been transaction-specific, meaning it is based on the auditee's
experience on a particular service which they received and encounter (Cronin & Taylor, 1994; Elegba and Adah,
2019), and also some think auditee satisfaction is cumulative based on the overall evaluation of service experience
(Cronin & Taylor, 1994). This highlights that auditee satisfaction is based on experience with the service provider
and the outcome of services. Auditee satisfaction is considered as an attitude (Ismail, Ridzuan, et al., 2013; Ismail,
Abdullah, & Francis, 2009; Yi, 1989)
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Auditee satisfaction is one of the most critical issues concerning all types' business organizations, justified by the
auditee-oriented philosophy and the principles of continuous improvement in the modern enterprise (Arokiasamy &
International, 2013; Ismail, Ridzuan, et al., 2013; Ismail, Madi, Abdullah, & Francis, 2013). In a current business
environment, a firm's primary strategic objectives are to minimize auditee complaints and maximize auditee
intention rates to purchase, as evidenced by the recent emphasis on auditee relationship management. Thus, the
previously satisfied purchaser may help businesses reduce marketing costs and develop more stable sales levels
when many satisfied purchasers intend to purchase again in the future. There are numerous definitions of auditee
satisfaction in the marketing literature. It is usually accepted that happiness is a psychological state that results from
auditee experiences after consumption (Oliver, 1980). According to a widely consenses conceptualization, auditee
satisfaction is an auditee's post-consumption evaluation of a product or service (Mittal & Frennea, 2018; Paul,
Mittal, & Srivastav, 2016; Sharma & Patterson, 1999). This only happens if a product or service's perceived
performance meets or exceeds prior auditee expectations (Oliver, 1980). Thus, overall auditee satisfaction with a
company's offering is determined by comparisons between auditee's expectations of the company product or services
and their perceptions of the products' or services' (Fornelli, 2012; Fredrick . Mukoma Kalui, 2014; M. Nassar &
Battour, 2020; Oliver, 1999; V. Ramanujam & P. Parthiban, 2020)

RESEARCH METHODOLOGY

Descriptive Analysis

Table 2 show the demographic profile of the respondents. It shows that majority of the respondents were males
(56.5%) and females (43.5%). The department comprised of accounting (44.4%) as the majority. This followed by
finance (35.2%), administration (12.5%), auditors (7.4%), and insurance (0.5%). According to the report of
demographic, its can saw that age segment of 36-45 years old is the highest, followed by 46-55 years old (25.0%),
below 25 years old (21.3%), 25-35 years old (19.4%0 and over 56 years old (2.8%). Malay was the leading race
among the respondents (73.1%), then Chinese (13.0%), and next, Indian (13.9%). The religion was led by Muslims
(72.7%), Buddhists (13.4%), and Hindu Christians (13.9%). As for the respondents' educational background, 66.8%
had a bachelor's degree, 24.10% who have a master's degree, 0.5% had a PhD, and 8.8% were other education
levels. The result can be seen in Table 3 as follow:-

Table 2: Profile of the Respondents

Characteristic Description Frequency Percentage (%)
Gender Male 122 56.5
Female 94 435
Department Auditor 16 7.4
Financial 76 35.2
Accounting 96 444
Administration 27 125
insurance 1 0.5
Age Below 25 years old 46 21.3
25-35 year old 42 194
36-45 year old 68 315
46-55 year old 54 25.0
Over 56 years old 6 2.8
Race Malay 158 73.1
Chinese 28 13.0
Indian 30 13.9
Religion Muslim 157 72.7
Buddhist 29 134
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Hindu Cristian 30 13.9
Level of education PhD 1 0.5
Masters 52 24.10
Undergraduate/degree 144 66.7
Others 19 8.8

For the measurement of auditee satisfaction on service quality, a model named SERVQUAL was developed by
Parasuraman (1985). The model consists of ten components. SERVQUAL provides technology for measuring and
managing service quality. In their research of (Parasuraman, A., Zeithaml, V., & Berry, 1988), following from their
research in 1985, SERVQUAL was reduced from ten to five dimensions of service quality. However, in this
research, the researchers tested only three dimensions: responsiveness, Assurance, and empathy. Table 3 shown the
detail:-

Table 3 Number of scale

Dimension Items in Scale
1 Responsiveness 4
2 Assurance 5
3 Empathy 3

Research Instrument and Data Collection

The instrument applied in this study is based on Parasuraman et al. (1990). The structured questionnaires were based
on the three dimensions of service quality (Assurance, responsiveness, and empathy) and used the ten-point rating
scale from 1 strongly disagree to 10 strongly agree. A random sampling approach was used to identify the
respondents for the study.

Conceptual Framework

To empirically test the interrelationships between responsiveness, Assurance, empathy, corporate image, and auditee
satisfaction, a conceptual model is developed premised on the reviewed satisfaction literature. In this conceptualized
model, satisfaction is the predictor that influences responsiveness, Assurance, empathy through the corporate image
as a mediator.

4 N\
Responsiveness
(. J
4 N\
Assurance Corporate Image Auditee
L ) Satisfaction
4 N\
Empathy
(. J

Figure 1: Conceptual Framework

Figure 1 depicts this conceptualized research model. The hypotheses are developed as per below:
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H1: Responsiveness is significantly influenced corporate image

H2: Assurance is significantly influenced corporate image

H3: Empathy is significantly influencing the corporate image

H4: Corporate image is significantly influenced auditee satisfaction

H5: Corporate Image mediates in the relationship between responsiveness and auditee satisfaction
H6: Corporate Image mediates in the relationship between assurance and auditee satisfaction

H7: Corporate Image mediates in the relationship between empathy and auditee satisfaction

Data Analysis and Results

The measurement and structural models were tested using structural equation modelling (SEM). The component-
based partial least squares using the Smart PLS statistical approach were performed to evaluate the psychometric
properties of measurement scales and test the research hypotheses proposed in this study. SEM enables the
simultaneous examination of both the path (structural) and factor analysis (measurement) models in one model. For
this study, the sample size is 216, and PLS focuses on predicting data and is better suited for exploratory models; it
is considered more adequate for this study.

Measurement model

The measurement model analysis was conducted for construct validity. Construct validity is comprised of two
convergent components and discriminant validity. Convergent validity analysis comprises the average variance
extracted (AVE) and composite reliability (CR). There are items deleted because of a low loading value of 0.6 (Hair
et al., 2017), such as Assurance (EXP_ASS5), empathy (EXP_EMP1, EXP_EMPS5). The reliability coefficient of
factor structures was measured using Cronbach's alpha. The five constructs' coefficient alpha values ranged from
0.740 to 0.980, demonstrating good internal consistency and strong reliability of each dimension. The constructs'
validity was further examined using the convergent analysis. The results suggested a robust convergent validity.
Specifically, the AVE computation ranged from 0.576 to 0.931, higher than the recommended value of 0.50 by
Fornell and Larcker (1981). The reported CR exceeded the recommended value of 0.7 by Hair et al. (2012).
Collectively, these results provided good support for the soundness of scale structures (Table 4).
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Figure 2. Measurement Model Results
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Table 4: Construct Reliability and Validity

Constructs Cronbach’s Alpha CR AVE

Assurance 0.980 0.973 0.900
Corporate Image 0.913 0.929 0.651
Empathy 0.740 0.797 0.576
Responsiveness 0.977 0.982 0.931
Satisfaction 0.907 0.935 0.783

Discriminant validity was assessed with thresholds of 0.85, acknowledged as the Fornell-Larcker criterion (Henseler
et al., 2017). Table 5 demonstrates that the readings of the associations between all factors were not above the
critical value of 0.85. Further, all constructs had provided evidence of satisfactory discriminant validity (Henseler &

Sarstedt, 2013)

Table 5: Discriminant Validity

Auditee
Assurance Corporate Image Empathy | Responsiveness | Satisfaction
Assurance 0.949
Corporate Image 0.108 0.807
Empathy 0.313 0.526 0.759
Responsiveness 0.697 0.107 0.067 0.965
Satisfaction 0.088 0.461 0.608 0.139 0.885

Structural Model

To estimate the structural model path coefficients and each path's statistical significance, this study uses Smart PLS
3.3 with bootstrapping as a resampling technique (5000 random samples). The path coefficient, p values, and t-
values were used to check the statistical significance (Chin, 1998). Figure Table 6 presents the PLS analysis results.
The statistical significance of the path coefficients allows us to see which hypotheses were supported.
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Figure 3. Structural Model Results
Table 6: Hypothesis Testing

Beta Standard T

Deviation Statistics pElEs  Resnl

H1: Responsiveness = Corporate Image -0.204 0.155 1.318 0.188 Not Supported
H2: Assurance - Corporate Image 0.09 0.161 0.561 0.575 Not Supported
H3: Empathy - Corporate Image 0.512 0.047 10.886 0.000 Supported
H4: Corporate Image - Satisfaction 0.461 0.052 8.814 0.000 Supported

Hypothesis (H1) posited no direct relationship between “responsiveness—>corporate image". The results are shown
in Figure 3, and Table 6 support the hypothesis with no significant relationship (p = -0.204, p-value = 0.188).

Hypothesis 2 (H2) predicts that increased levels of Assurance enhance the corporate image. However, the results
shown in Figure 3 and Table 6 do not support this hypothesized relationship and not a significant relationship (p =
0.090, p-value = 0.575). This finding does not support a relationship between Assurance and corporate image
context.

Hypothesis 3 (H3) posited a positive relationship between empathy and corporate image. The results in Figure 3 and
Table 6 show a significant relationship (B = 0.512, p-value = 0.000) and therefore, support the theorized relationship.
This finding highlights the increased empathy of consumers and increases the corporate image needed.

Hypothesis (H4) posited a positive direct relationship between “corporate image->satisfaction". The results are
shown in Figure 3, and Table 6 support the hypothesis with a significant relationship (B = 0.461, p-value = 0.000).
This result supports the belief that increased satisfaction of auditee enhances the perceived corporate image among
auditees.

Mediation Analysis

The bootstrapping analysis per Table 7 revealed that hypothesis 6 is significant. The assurance->corporate image -
satisfaction indirect effect p = 0.236 was significant with a t-value of 5.906, and the p-value is 0.000. Meanwhile,
hypothesis 5 and 7 were not significant which the p-value below 0.05 (Hair, Babin, & Krey, 2017)

Table 7: Mediation Analysis

Beta Standard T
Deviation  Statistics P Values Result
H5: Responsiveness > Corporate Image—>
Auditee Satisfaction 0.042 0.074 0.558 0.577 Not Supported
H6: Assurance - Corporate Image—>
Auditee Sayisfaction 0.236 0.04 5.906 0.000 Supported
-0.094 0.071 1.32 0.187 Not Supported

H7: Empathy->Corporate Image > Auditee
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Satisfaction

Thus, it can conclude that the mediation effect of the corporate image between Assurance and satisfaction is
statistically significant. Thus H6 is supported.

DISCUSSION AND CONCLUSION

An evaluation of audit service quality dimensions' relative importance is essential to identify these dimensions'
effects on auditee perception of auditor service quality. This would identify the relevant parties concerned to identify
and undertake necessary initiatives to improve those aspects that auditees value the most. The results analysis in
Table 6 indicates that only empathy dimensions positively impact SMESs' corporate image in Malaysia. Another
finding showed that corporate image was the whole mediating relationship between SERVQUAL (Assurance) and
auditee satisfaction. This study's results agree with the outcome of other studies on traditional service quality
settings (Bitner, 1990; Parasuraman et al., 1988). The importance of Assurance in influencing auditee satisfaction
suggests that a strong relationship between the management and auditees’ should be emphasized for long-term
sustainability. The management's strategy should focus on improving auditee assurance and corporate image to
strengthen auditee loyalty.

Limitation of the Study

Although the study findings provide some new insights to researchers, these findings should be viewed in light of
some limitations. Two hundred sixteen samples from the southern region comprised of Melaka, Negeri Sembilan,
and Johor may not be large enough to represent accurately the whole populations’ attitude towards auditee
satisfaction in the auditing industry of service provided in Malaysia.

Implication and Future Research

Overall, we believe that our findings could greatly benefit companies in the smalls and medium industries.
Acknowledgement of the important and positive effects of auditee satisfaction is critical in the service sector, which
is inextricably linked to a client because, indeed, auditees are taking an essential part in the service, and personal
experiences are very crucial. Thus, both parties, auditees and service providers (auditors), influence the outcome of
this relationship. Future research should primarily address the limitation of this study. An essential limitation of this
study was the sample's scope, which was concentrated only in one location. Therefore there is a need to replicate
this study with samples from other states in Malaysia to provide a cross-cultural perspective. With the advancement
of technology, audit firms compete intensely to retain and satisfy their auditees for long-term sustainability.
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