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Abstract 

This article analyses the management accounting techniques that are currently being used by 
four and five star hotels, considering the role played by contextual factors in choosing them. 
For this reason, we have used a qualitative and explanatory methodology, studying multiple 
cases. The need for adequate, concise and specific information by part of the organizations, in 
the current environment, has propitiated the emergence of new management techniques. 
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1. Introduction 

During recent years the world economy has experienced unprecedented changes, a 
consequence of a highly complex transformation in which many forces intervene, from the 
dynamics of competition, the globalization of markets, the evolution of stocks, to the 
technological advances in the field of information and communications.  

In this situation, organizations find themselves compelled to redefine the foundations of their 
business, and therefore to seek solutions that will permit them to survive and prosper. 
Information plays a primordial role in this scenario, mainly because it constitutes the basic 
pillar of an increasingly interconnected and globalized society. 

Among the information systems par excellence are accounting systems, as they are designed 
to give objective and quantifiable data, on all levels of the organization. And more 
specifically, management accounting, a subsystem whose aim is the capture, measurement 
and valuation of internal circulation, as well as its rationalization and control, in order to 
supply the organization with relevant information for business decision making (AECA, 
1990).  

Management accounting has evolved in response to changes in the productive and 
organizational environment of the firm, showing new horizons and considerations. These 
aspects are found in the cost and management accounting programs of many universities. 
However, it is a premise in some research studies that organizations are not incorporating into 
their accounting practices the new techniques and tools proposed by theorists (Hansen & Van 
der Stade, 2004; Pellinen & Satinen, 2002; Rigby, 2003; Waweru et al., 2004). 

The analysis of the literature indicates that business accounting practice does not adapt in the 
great majority of cases to the theoretical models produced by the researchers in this field 
(Al-Omiri & Drury, 2007; Bescos, 2003; Lamminmaki & Drury 2001; Spathis & 
Constantinide, 2004). 

This justifies the need to undertake studies to identify the management accounting techniques 
used and question the belief, frequent in the literature that a certain technique is used by 
many companies, when there is no empirical evidence of its use. 

The objective of our empirical study is to know and to analyze what techniques of 
management accounting are currently being used, considering the role played by contextual 
factors in the selection of such techniques. For this we have used a qualitative and 
explanatory methodology, in a multiple case study. 

We focus on a single economic sector, the hotel sector, as this will allow us to delimit the 
effects deriving from market conditions, the economic cycle and production technology. 

If we analyze the hotel supply of the Valencian Region, we observe that it has experienced a 
steep increase in the last five years, and although the number of tourists continues to grow, 
and expectations are excellent, the current supply is greater than the demand, so the average 
occupation decreases every year. Another datum that reflects with even greater clarity the 



Journal of Management Research 
ISSN 1941-899X 

2013, Vol. 5, No. 2 

www.macrothink.org/jmr 67

current situation of the sector is the average price per room, which fell by 8% last year 
(Generalitat Valenciana, Conselleria de Turisme). 

The unchecked increase of hotel places has caused over-supply, which together with 
increasingly demanding customers and an inability to predict the future, have made the hotel 
industry have to formulate ever more complex strategies in order to achieve its objectives and 
to be competitive within the sector.  

The changes mentioned above have caused us to opt in our analysis for the Theory of 
Contingency, mainly because it has been able to evolve and has incorporated variables that 
take into consideration the complex interrelations between the behavior of individuals as such, 
forming part of groups and of the organization, the formal and informal characteristics and 
the influence of environmental factors. Thanks to which, this theory continues to be present 
explicitly or implicitly in most studies into management accounting (Escobar & Lobo, 2002). 

2. Contingency Theory 

This Theory starts from the premise of the non-existence of an internal information system 
applicable to all organizations and in any situation, as it will depend on the contextual factors 
or circumstances in which it finds itself (Otley, 1980). The Contingency Theory emphasizes 
that there is nothing absolute in organizations or in administrative theory. The contingent 
approach explains that there exists a functional relationship between the conditions of the 
environment and the appropriate administrative techniques for achieving the organization’s 
goals.  

Its foundations can be expressed in the following points: 

 The structure and functioning of the organization will depend on characteristics 
such as technology, strategy, size and other external factors (Scott, 1987). 

 The most important concept introduced by this approach is that of the fit between 
structural and environmental variables. This is a necessary, but not sufficient condition for 
performance to improve in terms of effectiveness and efficiency. This hypothesis, however, 
has been strongly criticized for having been insufficiently and inadequately tested (Scott, 
1987). 

2.1 Environment 

The environment is everything that stands outside the boundaries of the organization and 
where its managers have no capacity of influence or control. Given which, it can be affirmed 
that knowing the environment in which an organization carries out its activity is a decisive 
factor when choosing the accounting information system (Chenhall & Morris, 1986). 

Thus the information provided by management accounting will become a key factor in 
decision making. The relationship between environment and management accounting has 
been dealt with in the literature from several perspectives. Studies such as those by Chenhall 
& Morris (1986); Chong & Chong (1997); Gordon & Narayanana (1984); Gul & Chia (1994) 
analyze the need for information systems of much broader scope in uncertain environments. 
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Paulatos & Paggios (2008), value the appropriateness and utility of information in order to 
face all possible changes in the environment. Chong (1996) and Fisher (1996) emphasize the 
use of participative budgets, while Otley (1978) recommend the need to use sophisticated 
accounting systems. Other authors such as Baines & Langfield-Smith (2003); Haldma & 
Lääts (2002); Khandawalla (1972) and Otley (1980) study the use of non-accounting 
measures in uncertain environments. 

In accordance with the above studies we can confirm that environmental uncertainties have 
been associated with the need for more open information systems, outward-looking and 
providing both financial and non-financial data (Chenhall, 2003). Our first hypothesis is, 
therefore, as follows: 

H1. The increase in levels of competition is significantly related to the use of management 
techniques. 

2.2 Strategy 

The influence of strategy when choosing the system of accounting information is evident 
from the use of terms like “strategic management accounting” or “total quality strategies” 
(Langfield-Smith, 1997). 

The type of strategy adopted by the firm will condition the accounting information system 
chosen (Miles & Snow, 1978). Firms that follow a strategy of leadership in costs will place 
greater importance on the cost of the product and tend to implement information systems that 
help to calculate and control it (Langfield-Smith, 1997; Miles & Show, 1978; Miller & 
Friesen, 1982; Porter, 1985), while organizations that follow a strategy of differentiation give 
more importance to the search for new markets, products or services to meet customers’ 
needs. They therefore tend to implement accounting information systems that permit them to 
develop strategic objectives and facilitate customers’ satisfaction (Abernethy & Brownell, 
1999; Anderson & Lanen, 1999; Ateljevic, 2007; Baines & Langfield-Smith 2003; Callahan 
& Gabriel, 1998; Chenhall & Langfield-Smith, 1998; Chenhall & Morris, 1986; Davila, 2000; 
Dent, 1990; Jeremias & Gani, 2004; Miles & Snow, 1978; Miller & Friesen, 1982; Van der 
Stede, 2000). 

On the basis of the above studies we put forward the following hypotheses: 

H2a. The use of a strategy of differentiation is significantly related to the use of the 
following techniques: quality management, balanced score card, knowledge management and 
segmentation of customers. 

H2b. The use of a strategy of leadership in costs is significantly related to the use of the 
following techniques: traditional calculation of costs, and budgetary control. 

2.3 Size 

The size of the firm is an organizational characteristic which, in the case of hotels, is difficult 
to modify. Greater size brings with it a greater volume of assets, and the economic 
consequences of the management of these assets, both positive and negative, are more 
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notable. For this reason, larger firms usually require more professionalized management and 
better qualified managers.  

The number of rooms is the measure most commonly accepted as indicator of the size of 
hotels (Breiter & Bloonquist, 1998; Garcia-Falcon & Medina-Muñoz, 1999; Jones, 2002; 
Lee-Ross & Ingold, 1994; Okoroh, et al., 2002; Pestana & Mascarenhas, 2004; Sundgaard, et 
al., 1998). 

Size is a variable that influences both the organization’s knowledge of new management 
techniques and their implementation. Organizations of larger size need more sophisticated 
control and information systems (Ask & Ax, 1992; Bruns & Waterhouse, 1975; Innes & 
Mitchell, 1994; Khandwalla, 1972; Merchant, 1981). Another reason given in relation to size 
and the use of information systems is the availability of resources mainly because the 
knowledge and implementation of information systems require time and money (Chenhall & 
Langfiel-Smith, 1998, Hoque & James, 2000; Hussain & Hoque, 2002; Innes & Mitchell, 
1995; Kajüter & Kulmala, 2005; Shield, 1997; Wareru et al., 2004). Furthermore the growth 
of organizations is causing problems of control, and organizations need ever more and better 
information, so it will be those of largest size that will employ most sophisticated 
management techniques (Abdel-Maksoun, 2004). We therefore develop the following 
hypothesis: 

H3. The size of the organization significantly influences the use of new management 
techniques. 

3. Research methodology  

The empirical study was carried out using a qualitative approach, which permitted us to 
capture the heterogeneity and the range of variation existing in a certain population. We 
consider the organization as a whole, taking into account in the analysis its own context, 
trying to understand the events that occur in it and seeking authenticity and the analysis of the 
complexity of the case being studied (Beach et al., 2001). 

The selection of cases was carried out so as to enable us to gain the best possible knowledge 
of the phenomenon being studied, and offer the opportunity to learn. This was achieved to the 
extent that there is easy access to the cases, a high probability that there is a mixture of 
processes, programs, people, interactions and/or structures related to the research questions 
and the quality and credibility of the study is ensured (Eisenhardt, 1989). 

On the above basis, the hotel sector was considered suitable for this study, for the reasons 
given. 

The profile of the organizations participating in the case study are shown in Table 1. 
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Table 1. Descriptive data of the selection of cases 

Firm Nº of rooms Location Category Chain 

A 522 Beach 5 No 

B 200 City 4 Yes 

C 84 City 5 No 

D 82 City 4 Yes 

 

The data was gathered taking into account a series of principles that help to increase the 
quality of the study (Yin, 1994). On the one hand, with the aim of achieving reliability in the 
study, we followed a protocol and drew up a database where the evidence obtained was 
gathered. On the other hand, to achieve the internal consistency of the study, and thus its 
credibility and objectivity, we used multiple information sources, established a chain of 
obtaining of evidence and carried out a continual review of all the reports obtained. 

The interview, the direct observation and the analysis of texts and documents related with the 
phenomenon being studied are the principal data-gathering methods for qualitative research. 

The data was assigned according to the categories presented in Table 2 

 

Table 2. Variables 

Principal variables Second order variables 

General  Characteristics  

  Size of the organization 

Environment   

  Difference between the quantity of 

information required to perform a task, and the quantity of 

information that the organization really possesses  

 Level of competition (prices, products, 

etc.) 

 Number of different products or markets 

 Support from public or private 

institutions 

Strategy    Actions aimed at the search for market 

opportunities 

 Actions aimed at competing aggressively in prices
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3.1 Case A 

Case A is that of an organization with 522 rooms, located on the coast, of 5-star category, 
with no contractual links to hotel chains. 

The specific environment, which generally affects firms with similar characteristics, is 
currently highly competitive due mainly to uncertainty over the evolution of demand and the 
ever-increasing competition. 

But in the opinion of those interviewed, this is positive for the organization. As one of the 
respondents explains: “Firms are constantly competing. To leave the market is to perish as an 
organization. Obsolete establishments are out of the market, except in situations of maximum 
demand, which is not the current situation”. 

With respect to the evolution of demand they foresee a “positive evolution” as they perceive 
an increased dynamism of tourism activity as the year progresses. But they maintain 
flexibility in the staff so as to be able to cover the different levels of hotel occupation that 
may occur throughout the month. 

The hotel has been in operation for over 20 years. This has favored it being clearly positioned 
in the market. So, this organization’s starting situation is comfortable, as it has a consolidated 
market share. Its main objective is therefore to maintain its share, and for this it uses a 
strategy of differentiation, trying to optimize the satisfaction of the customer at all times, 
creating a culture of service throughout the organization. Since they sell quality and image, 
they are not interested in competing on price. 

Communication within the firm is informal: decisions are based on the personal relationship 
between the manager and his subordinates, through an unregulated exchange that arises from 
the consensus among the members of the organization. 

Thus tasks are assigned to the heads of the functional areas, who are responsible for preparing 
and directing the meetings of their team. These meetings are usually held with a frequency of 
two to three times a month, according to need. In them the participation of all the members is 
stimulated, through the exposition of suggestions to solve any problems posed. 

The hotel under study uses costing systems of narrow scope, cost accounting is integrated 
into financial accounting. Its main aim is to determine profitability by services and activity 
centres, using a variable cost system as method of allocation. The different centers that form 
the organization is responsible for drawing up their own annual budget, which are 
subsequently integrated and approved by the General Management. Since the main aim of the 
budget is the valuation of results, every week the real results obtained are compared with the 
budget, analyzing and attempting to correct any deviations that may have occurred. However, 
even if there are wide divergences between the two sets of figures, the original budget is not 
modified. 

Of the new management techniques, they use quality management and segmentation of 
customers. In relation to quality management, the organization possesses ISO 9.000 
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certification for all the services that it performs, and is currently applying for the Q of 
Tourism Quality, certified by the Institute for Spanish Tourism Quality (ICTE). In order to 
obtain the ISO 9.000 they took advantage of the subsidy granted by the Regional Department 
of Tourism. 

Moreover, people from outside the establishment carry out an internal quality audit every 
year. In this sense, the Head of Quality believes that “there is no question of economizing on 
this matter and how much it costs is irrelevant. Part of the normal work of any organization is 
to check that things are being done well”. 

They also consider it fundamental to carry out a segmentation of customers, since knowing 
the visitor and knowing what he or she expects from the establishment, will enable them to 
differentiate the offer and achieve the organization’s objective of customer loyalty. 

3.2 Case B 

Case B is that of an organization with 200 rooms, located in the city, with a category of four 
stars, linked to a hotel chain. 

Their perception of the environment is characterized by increasing instability, with a constant 
increase in supply, not only within the Valencia Region, but worldwide. New tourism 
destinations are constantly appearing, made accessible to consumers thanks to the low-cost 
airline companies, and becoming direct competition for our destination. Although in their 
opinion, increased supply is not a bad thing, as it forces a continuous search for new 
opportunities, playing with new values that will permit the firm to reach its principal 
objective: satisfying the needs or expectations of its customers. 

Despite the present competition, the organization has gained market share every year since its 
establishment in Valencia in 2001, maintaining the expected profitability. 

But the future looks uncertain; even though all the expectations of growth in demand are 
being fulfilled, its future evolution is unknown, and this, together with the fact that the 
current model of growth of hotel establishments is not sustainable, may motivate a price war 
among hoteliers that will not benefit the sector, mainly because returns would fall or the 
quality of services would suffer. 

Jobs are highly standardized and communication tends to be formal, due mainly to the 
existence of mechanisms created and recognized officially to channel information. That is to 
say, communication takes place through the channels and documents established for that 
purpose. However, since this is a matter of performing a service, not all possible events can 
be foreseen, and for this reason the workers have autonomy and capacity to make decisions 
when faced with unforeseen problems. 

Customer satisfaction is the strategy followed by this organization. As they point out in the 
interview: 

“In a hotel, the product is a room and the services are the welcome, the information, the 
experience in the restaurant, etc. To beat the competition you have to concentrate on the 
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items that constitute added value for the customer. And you always have to ask yourself: Is it 
possible to increase the value for the customer?”. 

The organization has a department dedicated to Management Accounting. The internal 
information system it uses is independent of financial accounting, using a radical dualism. 
The method employed for the classification of costs is that of variable cost, differentiating 
costs into fixed, variable and semi-variable. We cannot speak of an activity-based costs 
system (ABC), but their system is very detailed. They calculate the cost of all the services 
that they perform, since their aim is to reduce all unnecessary costs. For example, they have 
eliminated all the natural plants in reception as they involved a cost and their utility is little 
valued by the customers. We consider that starting from the costs system that they are using, 
with a little more specification an ABC could be implemented. 

As indicated above, this organization belongs to a worldwide hotel chain. The different 
continents are organized by areas, the area corresponding to the Valencia Region is formed of 
all the hotels of the chain located in Europe, the Middle East and Africa. The budget is drawn 
up in various stages. In the first stage the General Management of the area transmits general 
instructions, for the head of each department to design its plans, programs, and budgets, on 
the basis of the lines proposed. In a second stage it is the departments who draw up their own 
budgets, on the basis of the guidelines laid down by the General Management. Finally, these 
budgets are integrated, first at the establishment level, then at regional level and finally at 
area level. We can therefore affirm that the negotiation is a process that goes from bottom to 
top. 

The budget is incremental, based on that of the previous year. The degree of achievement of 
the objectives is monitored every week, comparing the evolution of each of the variables that 
have configured it with the results obtained. This monitoring permits the correction of 
unfavorable situations and actions, and if necessary the new forecasts that may derive from 
the new context are fixed every  six months. 

The quality system used is internal to the whole hotel chain, so they do not have any official 
recognition. It is based on the implementation of processes and focused on standards of 
functions of departments and, in the words of the Director of Human Resources and Head of 
Quality “is practical and simple”. The employees can use a telephone number to 
communicate their ideas on any improvement to the department, these ideas are subsequently 
analyzed from the point of view of their viability and their applicability to the organization. If 
the ideas pass the latter phase they are implemented. The result is highly satisfied on the part 
of the employees, who feel that they are listened to and valued, and satisfaction among 
customers, since the ideas put into practice have the aim of improving the quality of service. 

It has an internal benchmarking, in which the processes undertaken by the different 
establishments of the same hotel chain are compared, to subsequently be able to apply them 
in those hotels that wish to do so. This method enhances “looking outwards”, seeking original 
solutions, and permits consideration of different options that have already been tried 
successfully in other organizations. In addition, they are considering a competitive 



Journal of Management Research 
ISSN 1941-899X 

2013, Vol. 5, No. 2 

www.macrothink.org/jmr 74

Benchmarking, based on mutual agreement between the two organizations. The disadvantage 
of this model lies in the need to share confidential information with the competition. 

The organization uses a balanced score card, formed by a set of indicators linked to the key 
factors of the hotel. Among the indicators we can highlight: year-on-year growth of the 
market, percentage of total occupation, impact derived from occupation, income ratios, 
variations in staff costs, satisfaction of customers, etc. 

3.3 Case C 

This is an organization with 82 rooms, in a non-coastal location, with a five star category, not 
linked to hotel chains. 

With respect to the generic environment in which they carry out their activity, they highlight 
the uncontrolled growth of supply, due to the lack of planning. In the respondents’ opinion, 
the solution to this problem passes though a sustainable growth of supply, the adoption of 
policies and taxation measures favorable to the hotel industry, and continuous improvement 
of the location’s accessibility. 

However in the specific case of this establishment, they consider that the location and the 
product that they offer – it is near a golf course and offers spa services -- is sufficient 
guarantee to make them leaders in the business segment. 

The organization is aware of the importance of information for the participation of the 
employees. They start from the premise that the employees cannot understand how the 
process functions unless they receive information, nor can they improve it through their 
contributions. Without information, the workers are limited. 

The most important concepts are efficiency, productivity and quality. To achieve them, they 
have opted for a light and flexible structure, which can respond easily to changes in the 
market. 

With a vision of the future, the organization has decided to implement an exploratory strategy, 
based on the search for opportunities, developing new services to satisfy customers’ needs, 
bringing the maximum quality to the services performed. 

As one of the respondents explains: “Any product that today is an innovation, tomorrow will 
have hundreds of competitors, and with time will become just one more. This implies 
competing with ever-narrower margins”. 

To develop this strategy, the organization has needed to have available information on its 
activities and their cost, as well as on the services that it performs. This has generated a total 
predisposition to develop an activity-based costs system (ABC), from both the point of view 
of calculating costs and that of management of activities. 

The organization presents an organic costs system, where indirect costs are allocated to the 
services through different work units. Both running and commercial costs are incorporated 
into the product /service. The explanation is based on the importance of publicity costs in 
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respect of some of the services, and if they disregard this type of costs, in their opinion, they 
are falsifying the reality and hindering decision making. 

They develop a budget by programs, preparing it by areas of responsibility: sales, staff, costs 
and expenses, finance, etc. Each cost centre or revenue centre is an area of responsibility, but 
the inverse is not necessarily true, i.e. there are areas of responsibility that are not cost 
centers. Subsequently they will be integrated by the General Management. In order to draw 
up this type of budget there is a continual exchange of knowledge, which implies not only 
communication between subordinates and superiors in the process of budgetary adjustment, 
but also a dialogue throughout the process, as with the deviations that may arise the budget 
has to be adapted continually to the new needs or behaviors. 

Information thus circulates upwards, so the managers hear the voice of the employees, as well 
as horizontally, in the sense of communication with customers and suppliers; this is the only 
way to achieve all the objectives set by the organization. 

They have a quality self-assessment model, which permits them to establish the strengths and 
weaknesses of the organization, average valuations of the activities performed and possible 
areas of improvement. It also informs about the situation of the critical variables of the 
establishment, indicating the paths for continuing to improve. They have not received any 
type of subsidy for the implantation of this quality system. 

They have also carried out a study for the implantation of an activity-based costs model 
(ABC). But for the moment, only the analysis of the activities has been carried out. It has 
identified the activities and procedures of the organization aimed at converting labor and 
other resources into services, distinguishing activities that generate added value from those 
that do not, and subsequently determining the cost inductors of these activities. However it 
has not yet been implemented. 

3.4 Case D 

This is an organization with 84 rooms, located in the city, with four stars, linked with a hotel 
chain. 

Though aware of the recent increase in hotel supply in the Valencia Region, they do not 
consider it a problem, as for now the demand is increasing at the same rate, which has 
permitted them to maintain their average levels of occupation for the 10 years that the hotel 
has been in the market.  

In the respondents’ opinion, the problem is the lack of “coordination” currently existing 
between public bodies and the hotel sector. This is due to the growth of supply, which is 
occurring in a disorderly and inefficient manner, and may lead to the dissatisfaction of 
customers, who will end up moving to other markets. 

The strategy of the organization is one of differentiation, as in the respondents’ opinion, in 
environments as competitive as those of today, it is the only possible tool to create an 
effective competitive advantage. It therefore belongs to the category of “Hotels with Charm”. 
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Hotels with Charm are very welcoming establishments, generally small, of exceptional 
beauty and character. Normally, they are located in inland areas (sometimes in remote places), 
which permit the visitor to enjoy a natural and historic environment with exceptional and 
highly personalized service. 

Furthermore the organization is not interested in competing on prices, although the increase 
in hotel places is compelling the entrepreneurs of the sector to reduce their tariffs in order to 
capture a greater number of customers, as they consider that this measure is of little benefit 
and prefer to sell quality at the price that they have set, rather than reduce prices with the 
consequent loss of quality. 

This organization allocates costs by means of a variable costs system, keeping the financial 
accounting independent of the cost accounting. It could be described as a broad scope system 
of calculation of costs, as they calculate costs and results for each of the different departments 
and the services that they perform. 

Budgets are dawn up annually by the General Management, and then the heads of the 
different departments are charged with planning the different alternatives or actions to be 
taken in order to achieve the objectives set. And it is through a negotiation, with successive 
iterative phases, between the General Management and the heads of the departments that the 
definitive budget is shaped. It can be affirmed that the negotiation is a process that goes from 
bottom to top, because each of the hierarchical levels consolidates the different plans, 
programs and budgets accepted at previous levels. In this way the motivation and 
involvement of the employees is achieved, as they are made participants in the department’s 
objectives and their proposals are listened to. 

The general information on the firm’s results, though it does not help participation directly, 
does demonstrate to the employees that they are being treated as an important part of the 
organization and that for this reason it shares valuable information with them. The 
information on the evolution of the firm and future planes must be shared between managers 
and front-line employees so that the latter can identify with the firm and aim to achieve the 
objectives. 

As for new management techniques, the organization uses both financial and non-financial 
indicators, with the aim of measuring consumer satisfaction, maintaining regularity in 
productivity levels and achieving sustainable growth in the market share. 

One of the tools most used by the organization is the segmentation of customers. Thanks to it, 
the organization can treat customer information effectively and efficiently and design and 
implement the strategy oriented towards encouraging the customer’s retention and loyalty. 
This tool also permits the organization to provide the customer with an optimum level of 
quality, adapted to his or her expectations. 

The organization is not interested in obtaining quality certifications. In the respondents’ 
opinion, quality certifications measure the correct working of the productive process and not 
the customer’s satisfaction, and even though a process has been correctly executed, this does 
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not imply that it satisfies the consumers’ expectations, hence they are not interested in this 
type of accreditation. 

4. Results and conclusions 

Analyzing the time perspective used by the organizations, we find that they all use a system 
of real or historical costs, determined ex post. 

With regard to the objectives pursued by internal accounting, we have indeed found 
differences. The managers in case A only aim to calculate the costs of the different products 
or services that they provide, and the consequent result of their sale. In cases B, C and D, the 
main objective was to obtain information relevant to decision making. Among the decisions, 
we highlight in case B the reduction of all activities or costs that do not add value to the 
product, and in cases C and D the determination of the prices of new services or products 
offered by the establishment. 

The variable cost or “direct costing” method is the most used. However there are 
organizations that are considering new methods such as activities-based costing (ABC). 

The budgetary system used in all the organizations analyzed is based on the annual budget. 
The principal objective is the planning of all the activities that the firm will engage in over 
the year, making periodical comparisons between the budget and the reality in order to 
monitor and evaluate the quantitative and qualitative results, and to be able to take the 
appropriate corrective measures that will permit improvement of management results. 

As a similar characteristic, we can observe in all the organizations the use of quality 
management systems. This is for two reasons. The first refers to the sector investigated, as its 
principal activity is service, and in this type of activity quality is important to meet 
customers’ needs. The second is the strategy of differentiation chosen by the organizations, 
since through quality the differences between the organization and the competition can be 
established. 

The segmentation of customers is the second most used technique, as they consider it 
important to know what the customer expects of the establishment, to be able to offer it to 
him or her. 

And finally, three of the four firms analyzed present a set of indicators, both financial and 
non-financial, among which we would highlight year on year growth of the market, 
percentage of total occupation, impact derived from occupation, revenue ratios, variations in 
staff costs, customer satisfaction, among others, aimed at providing them with information 
for decision making. 

On the above basis we consider H1 to be totally validated, as the organizations analyzed, in 
the face of increased competition, are aware of the need for adequate, concise and concrete 
information, for which they use different management techniques, principally variable 
costing, segmentation of customers and total quality management,. 
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Organizations that base their strategy on differentiation must stress the aspects relating to 
customer orientation, notably quality, flexibility and constant innovation in products. To 
achieve this, they principally use quality management techniques, balanced score card, 
knowledge management and segmentation of customers. So we can affirm that hypothesis 
H2a is confirmed. 

Hypothesis H2b is validated partially, because we have only one organization that follows a 
strategy of leadership in costs. 

It is reasonable to infer that the size of the organization will influence the internal information 
systems used. However, this relationship has not been proved in our study. Thus H3 which 
related the size of the organization to the use of management techniques was rejected in our 
model as it presented low reliability, though in similar studies it has emerged as a relevant 
variable (Byrda et al., 2005; Innes & Mitchell, 1994). 

We believe that this study served at last two relevant final results. Firstly, holistically 
considered, the finding provides support for the application of the contingency theory in the 
system accounting design; we analyzed the way in which the strategic, the environment, size 
and management accounting practices are combined to enhance performance.  

Secondly, our study has revealed insights referred to the way management accounting is 
deployed, in view of the considerable amount of publicity that has been given over the past 
10 years to apparent limitations of traditional cost system and the urgent need for 
organizations to change their management accounting system, it is a key factor to determine 
why most firms have been reluctant to change their systems. Further empirical studies are 
taken to provide a detailed description and evaluation of these new systems and the factor 
that influenced the change. 
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