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Abstract

The conceptual definition of "expectations gap"
considering all engagements governed by the
International Standards is hereby proposed. There is
elaborated the chain of study of the level of users’
satisfaction with the engagements provided by certified
auditors. There is considered the algorithm for the
consideration of the information needs of the users of
the results of the auditor’s work while performing
different types of engagements, classification and
characteristics of information needs. There are analyzed
the expectations of the users of engagements provided
by certified auditors. There are grounded the
characteristics of the different levels of service
(«desired» and «minimum» services, and the «zone of
tolerance») while performing engagements provided by
certified auditors. There are substantiated the five levels
of the gap (in formation of expectations of users, in
knowledge, in standards, in service and
communications), the causes of their occurrence and
ways of overcoming them. A distinctive feature of the
proposed model is the selection of two components of
the “gap in the formation of expectations” and “gap in
communication”: level of society and level of interaction
of auditors with intended users, responsible party and
management. The research findings will serve as the
basis for determining the directions of development of
the engagements provided by certified auditors (audit,
review, other assurance engagements, related services)
and improving its quality.
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