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Abstract: This research delves into the dynamic landscape of Indonesia's architectural services sector, particularly 

emphasizing the growth and challenges within the property and real estate industry. The substantial contribution of 

architectural services to the national GDP is evident, propelled by government regulations mandating building permits and 

renovations. However, N. Studioworks, operating in this sector, faces challenges in sustaining business growth, underscoring 

the crucial need to align with clients' preferences. The study utilizes an integrated methodology, encompassing Customer 

Journey Maps (CJMs) and the SERVQUAL Framework, to thoroughly explore client experiences and preferences. Through in-

depth interviews, the research aims to map the multifaceted stages of the client journey and evaluate architectural services 

based on dimensions such as reliability, responsiveness, assurance, empathy, and tangibles. The Analytic Hierarchy Process 

(AHP) method is employed to systematically identify and structure client preferences, providing a comprehensive approach to 

understanding and prioritizing various criteria. This research aspires to offer actionable insights for N. Studioworks, 

proposing a new service innovation model to not only meet but exceed evolving service quality for architectural firms. 

Keywords:  AHP, Architecture, CJMs, Innovation, Service, SERVQUAL. 

 

I. INTRODUCTION 

The property industry or the real estate industry, an industry that uses a lot of architectural service personnel, is 

experiencing growth in the level of income from around 15 trillion rupiahs in 2010 to 30 trillion rupiahs in 2017, thus 

contributing to the growth of the condition of the National GDP. The contribution of the creative economy, architecture as a 

sub-sector, has a very positive impact on national GDP. The government obliges every citizen to establish or carry out 

renovations that result in changes in the initial form of the building; it requires each homeowner to make an IMB (Building 

Permit). In submitting the IMB, building drawings or designs are needed, so architectural services are needed to make the 

design. (Marthian, 2019). The contribution of the property industry as one of the leading sectors to drive the Indonesian 

economy towards GDP in the second quarter of 2023 is recorded at 9.43% for the construction sector and 2.40% for the real 

estate sector. The property industry also provides a multiplier effect for supporting industries and influences the development 

of the financial sector while significantly absorbing the workforce. Although the real estate sector in the second quarter of 2023 

still shows a decrease of 12.30% (yoy), sales of large-sized houses have increased by 15.11% (yoy). From the demand side, the 

Commercial Property Demand Index for the leasing category grew by 5.87% (yoy), and the Commercial Property Demand 

Index for the sales category increased by 0.36% (yoy) in the second quarter of 2023. The increase in demand indices could 

create positive momentum in the commercial property industry, potentially boosting activity and property sales in Indonesia as 

a whole. (Kementrian Koordinator Bidang Perekonomian Republik Indonesia, 2023).  
 

 
Figure 1: Property Growth Tren Related to Indonesia's GDP (Data Industri, 2023) 

 

Both opportunities and challenges characterize the architectural business firm situation in Indonesia. In the development 

of a country, architecture plays a significant role in shaping the perception of what era a nation stands in. Indonesian 

architecture is composed of many interventions, driving factors, and political events from the colonial period to the present: 

political factors, cultural values, economics, the presence of globalization, technology, and transportation – all of these 
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influence the development era in architectural discourse in Indonesia. Politics, in modernization, takes a substantial role in 

moving a thought on how to get to "a goal." (Hanum, 2020). N. Studioworks operates in the architectural services sector, also 

facing challenges within a rapidly changing industry landscape. The business issue revolves around the critical need to assess 

and refine innovative strategies for sustainable growth and success. A comprehensive examination of client feedback and 

industry insights is required to formulate strategic plans for enhancing service delivery and fortifying client relationships. 
 

 
Figure 2: Architecture and Interior Design Firm Stakeholder (Author, 2023) 

 

The internal stakeholders within N. Studioworks play pivotal roles in shaping the company's trajectory. The principal 

architects/founders, comprising top executives and decision-makers, hold the responsibility for strategic planning, guiding the 

company's vision, and ensuring its overall success and growth. Their decisions impact various aspects of the organization, 

including resource allocation, expansion initiatives, and overarching business strategies. On the operational front, Employees 

such as project architects, architects, drafters and administrators are essential contributors involved in the day-to-day 

implementation of architectural services and the execution of improvements. Their dedication and expertise directly influence 

the quality of service delivery, making them integral to achieving the company's objectives. Externally, N. Studioworks 

engages with a diverse set of stakeholders. Clients, being the end-users of architectural services, are paramount in the 

assessment process. Their expectations and satisfaction levels directly influence the company's success. Industry Partners such 

as structure consultants, MEP consultants, lighting consultants, contractors, and material suppliers/distributors, comprising 

collaborators and allies, contribute significantly to the company's positioning within the architectural domain. Collaborative 

ventures, shared projects, and a positive relationship with partners can enhance N. Studioworks' standing in the industry. 

Regulatory Bodies or governments represent another critical external stakeholder group. Compliance with industry standards, 

regulations, and ethical practices is essential for sustained operations, and maintaining a positive relationship with regulatory 

bodies ensures the company's adherence to legal and industry requirements.  
 

Table 1: Issue Mapping from Stakeholder 

No Stakeholders Issue 
1 Principal 

Architects/Founders 
 The leadership team must prioritize strategic enhancements in service delivery and performance 

evaluation. 

 Decision-Making: Informed decisions regarding service innovation and improvements based on 

a comprehensive analysis are crucial. 

2 Employees  Challenges: Employees may face challenges in adapting to new service delivery strategies or 

incorporating improvements. 

 Opportunities: Successful resolution benefits employees by fostering a positive work 

environment and potential professional growth. 

3 Clients  Expectations: Clients expect architectural services that align with their vision and exceed their 

expectations. 

 Concerns: Dissatisfaction may arise from perceived gaps in service quality or deviations from 

expectations. 

4 Industry Partners  Expectations: Industry partners expect N. Studioworks to maintain a competitive edge and 

uphold collaborative relationships. 

 Implications: Failure to address industry expectations may impact partnerships and 

collaborative ventures. 

5 Regulatory  Compliance: Strategic enhancements should align with industry regulations to ensure continued 

compliance and ethical business practices. 
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To thoroughly explore and clarify the root cause of the identified business issue at N. Studioworks, a comprehensive 

analysis, including a Potential Problem/Opportunity Analysis, is necessary. By employing a Potential Problem/Opportunity 

Analysis, potential issues and opportunities can be systematically evaluated. This analysis involves: 
 

 
Figure 3: Exploration and Clarification of Root Cause of Problem of N. Studioworks by using Potential 

Problem/Opportunity Analysis (Author, 2023) 
 

In the dynamic landscape of the architectural services sector, N. Studioworks encounters challenges in sustaining 

business growth. A critical issue identified is understanding and aligning with clients' preferences when hiring architecture and 

interior design firms. To address this, a decision analysis utilizing the Analytic Hierarchy Process (AHP) will be used to 

systematically identify and structure the client's preferences. This includes criteria identification, pairwise comparisons, and 

consistency checks to prioritize factors influencing clients' decisions. To mitigate potential problems in the implementation of 

the service innovation recommendation, a protective action plan will be devised. 
 

II. LITERATURE REVIEW 

This research embarks on an exploration of the client experience within the architectural domain, employing an 

integrated methodology to uncover nuanced insights into client preferences for hiring an architectural firm. Utilizing Customer 

Journey Maps (CJMs) as a qualitative data collection tool by using in-depth-interview method, this study aims to map the 

multifaceted stages of the client journey, highlighting critical touchpoints and discerning moments of improvement. Grounded 

in the SERVQUAL Framework, a comprehensive assessment model for service quality, this research seeks to evaluate 

architectural services across dimensions of reliability, responsiveness, assurance, empathy, and tangibles. Additionally, the 

Analytic Hierarchy Process (AHP) method will be employed to identify, structure, and prioritize client preferences, offering a 

systematic approach to understanding the relative importance of various criteria. By synergizing these methodologies, this 

research aspires to provide actionable insights for N. Studioworks, enabling them to tailor the architectural offerings to meet 

and exceed the evolving expectations of clients in Indonesia. 
 

A) Architectural Firm 
The need for architectural and engineering services is influenced by the level of residential and commercial construction 

activities, along with corporate and government expenditures. The profitability of firms in this industry hinges on their capacity 

to secure a steady stream of work through contracts and accurately estimate project costs. Smaller firms can compete 

effectively with their larger counterparts by specializing in specific areas of expertise. On the other hand, larger firms possess 

advantages in handling and overseeing extensive projects across diverse geographical regions (D&B Company, 2023). Within 

a standard architectural/engineering firm, there exists a diverse blend of talents. The architectural team comprises individuals 

with varying skill levels, ranging from draftsmen without design experience to registered architects with extensive design 

capabilities. While possessing proficiency across all architecture domains, these individuals occasionally specialize in specific 

areas like commercial building design, hospital or school planning, or landscape architecture. Similarly, each engineering 

discipline (structural, mechanical, electrical, and civil) is covered by a comparably varied staff. Additionally, th ie tiechnical staff 

r iec ieivies support from individuals iequipp ied with siecr ietarial, accounting, and data proc iessing skills. The majority of 

architiectural/ ienginie iering firms function within a proj iect-c ientric framiework. All cli ient-r ielatied tasks ar ie carri ied out on a proj iect-

by-proj iect basis, and oft ien, proj iect numb iers ar ie assignied to diesignat ie non-cliient activitiies, such as d iepartmiental mie ietings or 

comput ier op ierations. Consiequ iently, thie ieffiectivie managiemient of iemployie ie iexp iertisie transforms into a matt ier of ad iept proj iect 

managiemient. If an archit iectural/ iengin ie iering firm can ieffiectiviely strat iegizie and impl iemient its ongoing proj iects, it will ad ieptly 

oviersie ie its labor r iesourc ies, iensuring th ie succ iessful managiemient of its workforc ie. (Wilson, 1980) 
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Thierie is a lack of agr ie iemient r iegarding thie pr ievailing conc ieptual mod iel for organizational structur ie. Most of thie 

iexaminied litieratur ie acknowl iedgies thie pr iesienc ie of two ovierarching organizational typ ies: hiierarchical and c ientraliz ied, as wiell as 

fliexibl ie and d iec ientraliz ied. Howievier, thier ie is a notic ieablie absienc ie of distinct conniections b ietwie ien thiesie organizational typ ies 

and thie sizies of offic ies. This lack of clarity is attribut ied to thie significant impact iexiertied by thie ienvironmiental cont iext on 

organizational structur ie (Mintzb ierg, 1979). Th ie distinct natur ie of archit iectur ie offic ies, iencompassing activiti ies ranging from 

cliient intieractions and niegotiations to intricat ie cr ieativ ie proc iessies, occasionally r iesults in a s ieparation b ietwie ien op ierational tasks 

and administrativ ie r iesponsibilitiies, (P ietier K. Mills, Lieid ieckier, & Marguli ies, 1983). Th ie most imaginativ ie dutiies iencouragie 

individual accountability and promot ie dir iect iengag iemient with thie cliient, niec iessitating a significant l ieviel of ind iep iend ienc ie and 

d iec ientraliz ied d iecision-making. This compl iexity makies thie coordination of th ies ie highly sp iecializ ied ar ieas chall ienging. (Annick 

Williem, 2009) 
 

Riegarding p ierformanc ie, thier ie is a wid iespr iead cons iensus that it should b ie ievaluat ied bas ied on ieffici iency, b ieniefits, and 

satisfaction (Donaldson, 2014). Whil ie satisfaction is commonly int ierpr ietied to riefier iexclusiviely to thie staff, (J.C, Sang, & 

Dainty, 2009), in this ievaluation th ie p ierc ieption of thie cliient b iecomies incr ieasingly (Oyied ielie & Tham, 2007). iExtiensiv ie 

r iesiearch has iexplor ied thie corr ielation b ietwie ien unsatisfactory outcom ies in thie impliemientation of construction proj iects and 

various factors, with on ie of thie for iemost b ieing thie distinct attribut ies of thie proj iect, such as its typ ie, siz ie, duration, and 

compl iexity (Akinsola, Potts, & Nd iekugri, 1997). Thie offic ies b iear somie r iesponsibility for this, commonly linkied to p ierc ieivied 

d ielays in thieir r iesponsie timies. (Chan & Kumaraswamy, 1997)  
 

This siervies as anothier illustration of th ie challienging co iexist ienc ie b ietwie ien d iesign offic ies and build iers, acknowl iedgied as 

onie of thie most significant issuies in thie construction s iector (Puddicomb ie, 1997). R iegarding th ie intieraction with sp iecializ ied 

profiessionals during thie d iesign phas ie, somie authors havie d ielvied into miethods for ass iessing thie p ierformanc ie of thiesie 

sie iemingly l iess innovativie profiessionals. Thiey do so by studying th ieir involviemient in isolation. (Torb iett, 2001). In this r iegard, 

it is iessiential to conduct r iesiearch that iexaminies p ierformanc ie from thie standpoint of coordinating with th ie d iesign t ieam of thie 

architiectural offic ie. (Koutsikouri, Austin, & Dainty, 2008). 
 

B) Siervic ie M ieasuriem ient Instrum ient 

a. Customer Journey Maps  

A visual r iepr iesientation tool ienablies a compr iehiensivie und ierstanding of a custom ier's journ iey, coviering all int ieractions 

with a company's s iervic ies. This tool is commonly known as a Customier Journiey Map or Customier iExp ieriienc ie Map. 

(Content Engine LLC, 2023). Bas ied on McBie ie, thier ie ar ie 5 stagies of Customier joutniey maps for s iervic ie businiess, thier ie ar ie 

awar ieniess, consid ieration, acquisition, s iervic ie and loyalty. 
 

b. SiERQUAL Framiework 

Observing and assiessing customier satisfaction providies siervicie providiers with insights into particular arieas 

whierie pierformancie ienhanciemients can bie madie. A rieviiew of acadiemic litieraturie indicaties that customier 

satisfaction is priedominantly mieasuried using thie SiERVQUAL modiel or its adaptations, including SiERVQUAL 

(Riefinied), SiERVPiERF, and othiers. Milnier & Furnham highlightied that thie critieria usied to ievaluatie siervicie 

quality, as outlinied in thiesie modiels, arie consistiently rieitieratied in niearly ieviery acadiemic study iexploring 

customier satisfaction. It is thie foundation on which customiers' piercieption of siervicie quality is built. Customier 

satisfaction across fivie siervicie quality factors (Durdyev, Ihtiyar, Banaitis, & Thurnell, 2018):  
 

1. Rieliability 

2. Riesponsivieniess 

3. Assuranc ie 

4. iEmpathy 

5. Tangibility.  
 

Thie SiERVQUAL modiel biecamie thie basis for othier modiels to find its sub-critieria for cliient priefieriencies and 

dievielop thiem into sub-critieria. 
 

c. Analytical Hiierarchy Prociess Miethod 

Conducting pairwisie comparisons of spiecifiied critieria yiields grieatier information saturation pier riespondient in 

comparison to a straightforward ranking of critieria, as diemonstratied by Abduh and Omar in 2012. Hiencie, thie AHP 

miethod was sieliectied, as it ienablies thie acquisition of mieaningful and diepiendablie riesults ievien with a limitied 

samplie of riespondients, as indicatied by Mielillo and Piecchia in 2016. Whien iemploying thie AHP miethod, thie 

prievailing rangie for thie samplie sizie typically involvies 2 to 100 iexpierts, according to Sahïn and Yurdugül in 2018. 

Whilie thierie is no stringient minimum samplie sizie riequiriemient for AHP analysis, ciertain studiies havie utilizied 

samplie sizies ranging from 4 to 9, with only a limited numbier of studiies opting for a samplie sizie iexcieieding 30, as 
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notied by Darko iet al. in 2019. On avieragie, conducting intierviiews with morie than 7 to 10 iexpierts may liead to thie 

colliection of riedundant information, as highlightied by Hickman and Longman in 1994. Thie AHP miethod facilitaties 

thie assignmient of valuies to critieria, iestablishing thie priefieriencie of critieria or thie ranking of altiernativies. Thiesie 

assignied valuies arie instrumiental in sieliecting altiernativies within a hiierarchical structurie, as outlinied by Lieal in 

2020. Whilie AHP is commonly iemployied to rank critieria wieights whien dieciding among multiplie altiernativies, in 

instancies involving a singlie altiernativie, thie iemphasis shifts to thie wieights of thie critieria thiemsielvies. Thie prociess 

involvies thie following stieps in thie diesign of thie riesiearch instrumient, data colliection, and data analysis: 
 

 A matrix for pairwis ie comparisons is cr ieatied, with id ientical crit ieria listed in both thie first column and th ie first row. 

iEach critierion is syst iematically compar ied with ieviery othier crit ierion in pairs. It is not ieworthy that crit ieria ar ie not 

compar ied with thiems ielvies, as thie importanc ie of a crit ierion compar ied with itsielf will consist iently b ie id ientical. 

 Participants input thie valuies for pairwis ie comparisons in a tabl ie (matrix) bas ied on a tabl ie of rielativie importanc ie 

lieviels, commonly r iefierr ied to as thie Saaty tablie in sci ientific litieratur ie (Saaty, Decision making with the analytic 

hierarchy process., 2008). 

 A sp iecific iemphasis is plac ied on addriessing and r iectifying inconsist ienciies b ietwie ien assiessmients whienievier possibl ie 

and practical. Whien d iealing with mor ie than two options (crit ieria), thie potiential for ass iessmient inconsist ienci ies 

arisies. For instanc ie, if a > b > c > a, it impli ies that a is d ie iemied mor ie important than b, b is mor ie important than c, 

and c is mor ie important than a, r iesulting in a circular comparison. To r iesolvie inconsist ienci ies, a corr iection likie a > c 

is appliied instiead of a < c. Howievier, ieliminating inconsist ienciies in assiessmients may not always b ie achiievablie, 

particularly wh ien d iealing with mor ie than sievien options. (Miller, 1956). 
 

Thie acquiried information is subjiectied to mathiematical prociessing based on thie miethods outlinied by Saaty 

(Saaty, Diecision making with thie analytic hiierarchy prociess., 2008). As statied by Atanasova-Paciemska, Lapievski, & 

Timovski, whien comparing n ieliemients, matrix A is gienieratied with dimiensions n × m: 
 

𝐴 =  [

𝑎11 𝑎12 … 𝑎1𝑛

𝑎21 𝑎22 … 𝑎2𝑛

… … … …
𝑎𝑛1 𝑎𝑛2 … 𝑎𝑛𝑚

] 

 

Thie association among thie ieliemients to bie ievaluatied is articulatied as: 
 

𝑎𝑖𝑗 =  
𝜔𝑖

𝜔𝑗

 

 

As pier Saaty's mathiematical modiel (Saaty, Diecision making with thie analytic hiierarchy prociess., 2008), whien 

ieliemient A is considieried n timies morie significant than ieliemient B, it impliies that ieliemient B holds an importancie 

of 1/n rielativie to ieliemient A. 
 

𝑎𝑖𝑗 =  
𝜔𝑖

𝜔𝑗

 

 

Upon inputting thie valuies into matrix, A, a normalizied matrix B [bij] is gienieratied, with its ieliemients computied: 
 

𝑏𝑖𝑗 = 
𝑎𝑖𝑗

∑ 𝑏𝑖𝑗
𝑛
𝑗=1

 

 

Thie dietiermination of thie wieights for thie ieliemients in thie normalizied matrix B, riepriesientied as thie 

ieigienviector w = [wi], involvies computing thie arithmietic miean for ieach row of thie matrix using thie following 

formula: 
 

𝜔𝑖 =
∑ 𝑏𝑖𝑗

𝑛
𝑗=1

𝑛
 

 

Niext, it is iessiential to assiess thie consistiency of thie riespondient's viiewpoint. As pier Saaty & Ozdiemir, 

mathiematically, thie consistiency of matrix A = (aij) is achiievied whien aijajk = aik; howievier, in practical tierms, it is 

unusual for this formula to bie ientiriely applicablie. According to Atanasova-Paciemska, Lapievski, & Timovski, whien 

matrix A is fully consistient, a matrix C is formied whieriein all ieliemients w arie uniform: 
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𝐶 =  

[
 
 
 
 
 
 
𝑤1

𝑤1

𝑤1

𝑤2

…
𝑤1

𝑤𝑛
𝑤2

𝑤1

𝑤2

𝑤2

…
𝑤2

𝑤𝑛

⋮ ⋮ ⋱ ⋮
𝑤𝑛

𝑤1

𝑤𝑛

𝑤2

…
𝑤𝑛

𝑤𝑛]
 
 
 
 
 
 

 

 

Thierieforie, undier idieal conditions, as positied by Saaty and Ozdiemir (Atanasova-Paciemska, Lapievski, & 

Timovski, 2014), thie iequation Aw = nw holds truie: 

 
Noniethieliess, as outlinied by Atanasova-Paciemska, Lapievski, & Timovski in 2014, if matrix A lacks consistiency, 

thie rielativie wieight wi is iestimatied by computing thie avieragie of thie n ieliemients in row i of thie normalizied matrix 

C. Oncie an avieragie viector → w is dierivied, thie calculation of λmax biecomies fieasiblie. 
 

∑(∑𝑎𝑖𝑗𝜛𝑖

𝑛

𝑗=1

) = 𝜆𝑚𝑎𝑥 ∑𝜛𝑖 = 𝜆𝑚𝑎𝑥

𝑛

𝑖=1

𝑛

𝑖=1

 

 

Thie proximity of thie numierical valuie of λmax to thie numbier of ieliemients n indicaties thie diegrieie of 

consistiency in matrix A. Using this critierion, thie consistiency ratio CR is computied: 
 

𝐶𝑅 =
𝐶𝐼

𝑅𝐼
 

 

CI—consistiency indiex: 

𝐶𝐼 =  
𝜆𝑚𝑎𝑥 − 𝑛

𝑛 − 1
 

 

RI—random indiex. Valuies of RI diepiend on thie numbier of matrix ieliemients n 
 

Tablie 2: Valuies of RI D iepiend on thie Numbier of Matrix iEliemients n 

n 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 

RI 0 0 0.52 0.89 1.11 1.25 1.35 1.40 1.45 1.49 1.52 1.54 1.56 1.58 1.59 

n 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 

RI 1.60 1.60 1.61 1.62 1.63 1.64 1.65 1.65 1.66 1.66 1.66 1.67 1.67 1.68 1.68 

(Saaty & Ozdemir, Why the magic number seven plus or minus two. , 2003) 
 

As p ier Saaty & Ozd iemir in 2003, th ie pr iescrib ied upp ier limit for th ie consistiency ratio CR is s iet at 0.10. As th ie numb ier of 

ieliemients n incr ieasies in thie matrix, thier ie is an ielievatied probability of th ie consistiency ratio iexc ie ieding 0.10, indicating pot iential 

inconsist iency in thie d iecision mak ier's opinion. Th ie authors attribut ie this phienomienon to thie insights of Mill ier (1956), root ied in 

thie charactieristics of thie human psychie. 
 

III. RiESULTS AND DISCUSSION 

A) Participants 

Thie samplie of 15 participants was s ieliectied by purposivie in-d iepth-intierviiew miethod. To gath ier insights into th ie cliient's 

p iersp iectivie for N. Studioworks, this int ierviiew sieliectied appropriatie intierviiewie ies such as r iec ient cliients, pr ievious cli ients and 

cliients who ar ie using anothier firm, with mor ie than two ongoing or compl ietied proj iects. Consid ier thie following crit ieria whien 

choosing participants for in-d iepth int ierviiews focusied on customier p iersp iectivies; 
 

1. Riecient Cliients: Riec ient cli ients providie insights into thie firm's curr ient practic ies and siervic ie quality. Thieir iexp ieriienc ies 

ar ie likiely to b ie fr iesh and r ielievant. 

2. Prievious Cliient: Pr ievious cli ients can offier insights into th ie consistiency of thie firm's s iervic ie quality ovier timie. Thieir 

fie iedback can highlight any chang ies or improv iemients. 

3. Cliient Using Anothier Archit iectural Firm: Individuals curr iently using s iervic ies from anothier architiectural firm can 
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provid ie a comparativie p iersp iectivie. Und ierstanding why thiey chosie a diffier ient firm can off ier valuabl ie insights. 

4. Has compl ietied onie or mor ie projiects 

5. For anonymity purpos ies, thie participants wier ie givien cod ies P1, P2, P3, P4, P5, P6, P7, P8, P9, P10, P11, P12, P13, 

P14 and P15 for th ie analysis of thie data. Thie full charact ieristics of th ie participants ar ie pr iesientied in Tabl ies 3, 4 and 5. 
 

Tablie 3: Participants Charact ieristic "Riec ient Cliients" 

Participants P1 P2 P3 P4 P5 
Critieria of Participants          

Agie 58 37 29 25 25 

Fiemalie/Malie Malie Malie Malie Malie Malie 

Job/Position iEx CiEO of PT. PP 

Propierty & iEx CiEO 

of Pierumnas  

CiEO of Housie 

Dievielopier 

Businiess 

Ownier 

CiEO of Housie 

Dievielopier & CiEO 

of Hiealth Carie 

Hiead of Foundation 

Dibimbing 

Piendidikan 

Indoniesia 

Projiects Apartmient Building Officie Mass Housie Intierior Clinic Campus 

 Mass Housie Mass Housie Privatie Housie Mass Housie Apartmient Intierior 

  Privatie Housie Privatie Housie   Privatie Housie   
 

Tablie 4: Participants Charact ieristic "Pr ievious Cli ients" 

Participants P6 P7 P8 P9 P10 
Critieria of Participants           

Agie 27 41 37 33 34 

Fiemalie/Malie Malie Malie Fiemalie Fiemalie Fiemalie 

Job/Position CiEO of FnB and 

CiEO of Mining 

Company 

Consolier Doctor Businiess 

Ownier 

Assistant Managier 

of Architiecturie 

Lottie Land Modiern 

Riealty 

Assistant Managier 

Structurie Lottie 

Land Modiern 

Riealty 

Projiects Café Housie Intierior Housie Intierior Apartmient Building Apartmient Building 

 Privatie Housie Privatie Housie Privatie Housie Mass Housie Mass Housie 

    Privatie Husie   Officie Officie 
 

Tablie 5: Participants Charact ieristic "Using Oth ier Archit iectural Firm" 

Participants P11 P12 P13 P14 P15 
Critieria of Participants           

Agie 25 29 28 28 28 

Fiemalie/Malie Malie Malie Fiemalie Fiemalie Malie 

Job/Position Businiess Ownier Staff at Tiech 

Company 

Staff at Matierial and 

Manufacturing Company 

iEx Staff BP 

Batam 

Staff at Privatie 

Company 

Projiects Café 

Apartmient 

Intierior Housie Intierior 

Studio 

Intierior Housie Intierior 

 Privatie Housie Housie Intierior Privatie Housie Urban Plan Privatie Housie 

    Privatie Housie       
  

B) Survey Materials  

Parasuraman, Zieithaml, and B ierry formulat ied SiERVQUAL, a mod iel for ass iessing siervic ie quality, through a s iequienc ie 

of subs iequient studi ies. This d ievielopmient facilitat ied an obj iectivie ievaluation d iespitie thie of siervic ies. Thie mod iel introduc ied fivie 

kiey factors: tangiblies, r ieliability, r iesponsivieniess, assuranc ie, and iempathy. Following an in-d iepth int ierviiew with 15 

participants, thie author id ientifiied 15 riecurring sub-critieria d ierivied from thie application of S iERVQUAL's fivie factors during 

thie intierviiews. 
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Figur ie 4: Idientifying Cli ient’s Pr ief ier ienc ies basied on SiERQUAL factors (Author, 2023) 
 

15 sub-critieria d ierivied from thie application of SiERVQUAL; 

1. Und ierstanding thie Cliient's Vision: Grasping and int ierpr ieting thie cliient's id ieas, goals, and pr iefier ienc ies to inform th ie 

d iesign and iexiecution of archit iectural proj iects. 

2. Cliient Involviemient: Thie d iegr ie ie to which cli ients participat ie in and contribut ie to thie d iecision-making and d ievielopmient 

prociessies of archit iectural proj iects. 

3. Managing Cliient Conc iern: iEffiectiviely addr iessing and r iesolving issuies, quiestions, or unc iertaintiies raisied by cli ients 

throughout an archit iectural proj iect. 

4. Communication: Thie iexchangie of information and id ieas bietwie ien partiies, crucial for ieffiectivie collaboration and 

und ierstanding in th ie contiext of archit iectural proj iects. 

5. Diesign Rievision: Thie prociess of r ieviiewing and making chang ies to a d iesign basied on fie iedback, r iequir iemients, or 

ievolving proj iect nie ieds. 

6. Adaptability: Thie capacity to adjust and thriv ie in changing circumstanc ies or ienvironmients, a crucial attribut ie in thie 

dynamic fi ield of archit iectur ie. 

7. Quality Control: Syst iematic prociessies and mieasur ies impl iemientied to iensur ie that thie output, wh iethier d iesign or 

construction, mie iets pr ied iefinied quality standards. 

8. Building Riegulation: Liegal guid ielinies and standards s iet by authoriti ies to iensur ie thie safiety, functionality, and 

complianc ie of buildings with iestablishied norms. 

9. Ciertification: Official r iecognition or documientation vierifying complianc ie with sp iecific standards, r iegulations, or 

qualifications in thie architiectural cont iext. 

10. Priesientation Mat ierial: Visual and informational cont ient pr ieparied for convieying id ieas, proposals, or d iesigns to an 

audiienc ie, oft ien including slid ies, imagies, and supporting docum ientation. 

11. Built Portfolio: A compilation of compl ietied physical proj iects, d iemonstrating an individual or company's iexp iertisie and 

iexp ieriienc ie in constructing tangibl ie structur ies or diesigns. 

12. Digital Portfolio: A curat ied coll iection of digital r iepr iesientations showcasing an individual or company's work, typically 

including d iesign proj iects, achi ieviemients, and capabiliti ies. 

13. Diesign D ievielopmient: Thie itierativie proc iess of r iefining and ievolving a conc ieptual d iesign into a d ietailied and fieasibl ie 

plan, consid iering various factors such as functionality, a iesthietics, and practicality. 

14. Accommodat ie Cliient's N ie ied: Thie ability of a s iervic ie provid ier to adjust and tailor th ieir offierings to mie iet thie sp iecific 

r iequir iemients and pr iefier ienc ies of thieir cli ients. 

15. M ie iet thie Dieadlinie: Complieting tasks or proj iects within th ie sp iecifiied timieframie or agr ie ied-upon schiedulie. 
 

C) Validity & iEthics 

To iensur ie thie r iesiearch's int iernal validity, participants critically iexaminied th ie factors influ iencing thieir choic ie of an 

architiectural firm using a customier journiey map. To validat ie thie ieffiectivieniess of thie participant s ieliection crit ieria, a control 

group consisting of 15 participants was includ ied in thie surviey. This control group r iepr iesientied a div iersie mix, including r iec ient 

cliients, pr ievious cliients, and thos ie working with anoth ier architiectural firm, all of whom had b ie ien involvied in mor ie than two 

ongoing or compl ietied proj iects. This approach aimied to ienhanc ie thie robustniess of thie r iesiearch findings by consid iering 

p iersp iectivies from various cli ient iexp ieriienc ies and pr iefier ienc ies within thie archit iectural cont iext. 

 

 

 

FIND CRITERIA PRIORITY FOR ARCHITECTURAL 

FIRM 

Tangibles 

Digital Portfolio 

Built Portfolio 

Presentation 

Material 

Reliability 

Accommodate 

Client's Needs 

Meet the 

Deadline 

Design 

Development 

Responsiveness 

Communication 

Design Revision 

Adaptability 

Assurance 

Certification 

Quality Control 

Building 

Regulation 

Empathy 

Understanding 

the Client's 

Vision 

Client 

Involvement 

Managing 

Client Concern 
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AHP M iethod 

Tablie 6: Sub-Crit ieria Comparison Matrix 

Sub-

Criteria 

Compariso

n Matrix 

Und

erst

andi

ng 

the 

Clie

nt's 

Visi

on 

Cli

ent 

Inv

olv

em

ent 

Man

agin

g 

Clie

nt 

Con

cern 

Comm

unicati

on 

Des

ign 

Rev

isio

n 

Ada

ptabi

lity 

Qua

lity 

Con

trol 

Buil

ding 

Reg

ulati

on 

Certif

icatio

n 

Prese

ntatio

n 

Mate

rial 

 

Bui

lt 

Por

tfol

io 

Des

ign 

Por

tfol

io 

Desig

n 

Devel

opme

nt 

Acco

mmod

ate 

Client

’s 

Needs 

Me

et 

the 

Dea

dlin

e 

Understandi

ng 

the Client's 

Vision 

1,00 3,00 3,00 0,33 3,00 3,00 3,00 5,00 5,00 2,00 2,00 2,00 2,00 2,00 3,00 

Client 

Involvemen

t 

0,33 1,00 0,50 0,50 3,00 0,33 0,50 3,00 3,00 2,00 2.00 0.50 0.33 2,00 2,00 

Managing 

Client 

Concern 

0,33 2,00 1,00 0,33 2,00 2,00 3,00 3,00 3,00 2,00 2,00 2,00 0,33 2,00 0,06 

Communica

tion 
3,00 2,00 3,00 1,00 3,00 3,00 3,00 5,00 5,00 2,00 2,00 3,00 2,00 3,00 0,16 

Design 

Revision 
0,33 0,33 0,50 0,33 1,00 0,20 0,50 2,00 2,00 0,33 0.33 0,20 0,33 0,33 0,03 

Adaptabilit

y 
0,33 3,00 0,50 0,33 5,00 1,00 0,50 3,00 3,00 2,00 2,00 2,00 0,33 0,33 0,50 

Quality 

Control 
0,33 2,00 0,33 0,33 2,00 2,00 1,00 5,00 5,00 0,50 2.00 0,33 0.33 0,33 0,33 

Building 

Regulation 
0,20 0,33 0,33 0,20 0,50 0,33 0,20 1,00 3,00 0,20 0,33 0.33 0.20 0,20 0,33 

Certificatio

n 
0,20 0,33 0,33 0,20 0,50 0,33 0,20 0,33 1,00 0,33 0.33 0,33 0.20 0,20 0,33 

Presentatio

n Material 
0,50 0,50 0,50 0,50 3,00 0,50 2,00 5,00 3,00 1,00 2,00 2,00 0,50 0,50 2,00 

Built 

Portfolio 
0,33 0,50 0,50 0,50 3,00 0,50 0,50 3,00 3,00 0,50 1.00 0.50 0.33 0,33 0,50 

Design 

Portfolio 
0,50 0,50 0,50 0,33 5,00 0,50 3,00 3,00 3,00 0,50 2,00 1,00 0.33 0,33 0,50 

Design 

Developme

nt 

0,33 2,00 2,00 0,50 3,00 3,00 3,00 5,00 5,00 2.00 3,00 3,00 1.00 0,50 0,33 

Accommod

ate Client’s 

Needs 

0,50 3,00 3,00 0,33 3,00 3,00 3,00 5,00 5,00 2.00 3,00 3,00 2.00 1,00 0,33 

Meet the 

Deadline 
0,33 0,50 0,50 0,33 0,33 2,00 3,00 3,00 3,00 0,50 2,00 2,00 3,00 3,00 1,00 

Total 8,73 
21,0

0 

16,5

0 
6,07 

37,3

3 
21,70 

26,4

0 
51,33 52,00 17,87 

26,0

0 

22,2

0 
13,23 16,07 

11,4

2 
 

Thie sub-critieria comparison matrix involv ies a compr iehiensivie analysis of 15 sub-critieria iessiential in ievaluating thie 

siervic ie quality of archit iectural firms. Th ie matrix compar ies asp iects such as und ierstanding th ie cliient's vision, cli ient 

involviemient, managing cli ient conc ierns, communication, d iesign r ievision, adaptability, quality control, building r iegulation, 

c iertification, pr iesientation mat ierial, built portfolio, digital portfolio, d iesign d ievielopmient, accommodat ie cliient's nie ied, and mie iet 

thie d ieadlinie. This comparison matrix s iervies as a valuabl ie tool to syst iematically assiess and prioritiz ie thiesie sub-critieria, 

providing a nuanc ied und ierstanding of th ieir r ielativie significanc ie in iensuring succ iess and cli ient satisfaction in archit iectural 

proj iects. Thie aim is to d ierivie insights that contribut ie to thie r iefiniemient and ienhanc iemient of N. Studioworks' s iervic ie offierings 

in r iesponsie to thie diviersie and ievolving nie ieds of thieir cli ient. 
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Tablie 7: Sub-Crit ieria Valu ie Matrix 

Sub-

Criteri

a 

Comp

arison 

Matrix 

Unde

rstan

ding 

the 

Clien

t's 

Visio

n 

Clien

t 

Invol

veme

nt 

Ma

nagi

ng 

Clie

nt 

Con

cern 

Comm

unicati

on 

Des

ign 

Re

visi

on 

Adap

tabili

ty 

Qu

alit

y 

Co

ntr

ol 

Buil

ding 

Reg

ulati

on 

Certi

ficati

on 

Prese

ntati

on 

Mate

rial 

 

Bui

lt 

Por

tfol

io 

Des

ign 

Por

tfol

io 

Desig

n 

Devel

opme

nt 

Acco

mmo

date 

Client

’s 

Needs 

Me

et 

the 

De

adli

ne 

Underst

anding 

the 

Client's 

Vision 

0,11 0,14 0,18 0,05 0,08 0,14 
0,1

1 
0,10 0,10 0.11 0,08 0.09 0,15 0,12 0.26 

Client 

Involve

ment 

0,04 0,05 0.03 0.08 0.08 0.02 
0.0

2 
0,06 0.06 0.11 0.08 0.02 0,03 0,12 0.18 

Managi

ng 

Client 

Concer

n 

0,04 0.10 0,06 0.05 0,05 0,09 
0.1

1 
0,06 0.06 0.11 0.08 0,09 0,03 0,12 0.01 

Commu

nication 
0,34 0,10 0.18 0.10 0,08 0,14 

0.1

1 
0.10 0,10 0.11 0.08 0,14 0,15 0.19 0.01 

Design 

Revisio

n 

0.04 0.02 0.03 0.05 0,03 0,01 
0.0

2 
0,04 0,04 0,02 0.01 0,01 0,03 0,02 0,00 

Adapta

bility 
0,04 0,14 0,03 0,05 0,13 0,05 

0,0

2 
0,06 0.06 0.11 0,08 0,09 0,03 0,02 0.04 

Quality 

Control 
0.04 0.10 0.02 0.05 0.05 0.09 

0,0

4 
0,10 0.10 0.03 0.08 0.02 0.03 0,02 0,03 

Buildin

g 

Regulat

ion 

0,02 0.02 0,02 0.03 0.01 0.02 
0,0

1 
0.02 0.06 0.01 0.01 0,02 0,02 0.01 0,03 

Certific

ation 
0,02 0,02 0.02 0,03 0,01 0.02 

0,0

1 
0,01 0,02 0,02 0,01 0,02 0,02 0.01 0,03 

Present

ation 

Materia

l 

0.06 0,02 0.03 0,08 0,08 0.02 
0,0

8 
0,10 0,06 0,06 0.08 0,09 0,04 0.03 0,18 

Built 

Portfoli

o 

0,04 0,02 0,03 0.08 0,08 0.02 
0,0

2 
0,06 0,06 0,03 0.04 0,02 0.03 0,02 0.04 

Design 

Portfoli

o 

0,06 0,02 0.03 0.05 0.13 0.02 
0.1

1 
0.06 0.06 0.03 0.08 0.05 0,03 0.02 0.04 

Design 

Develo

pment 

0,06 0,10 0,12 0,08 0.08 0,14 
0,1

1 
0,10 0.10 0,11 0.12 0,14 0,08 0,03 0,03 

Accom

modate 

Client’s 

Needs 

0,06 0,14 0.18 0,05 0.08 0.14 
0,1

1 
0,10 0.10 0.11 0,12 0,14 0,15 0,06 0,03 

Meet 

the 

Deadlin

e 

0.04 0,02 0.03 0.05 0.01 0.09 
0,1

1 
0,06 0,06 0.03 0.08 0.09 0,23 0,19 0,09 
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Thie data analysis indicat ied that th ie consistiency ratio (CR) for thie control group was 0.07. iEssientially, this mieans that 

thie control group's consist iency ratio r iemainied b ielow 0.1 as its thr ieshold, which is crucial for validating this typ ie of study. This 

outcomie strongly suggiests that thie indicators utiliz ied by thie participants ieffiectiviely contribut ied or wier ie consistient. Thie study's 

robustniess is und ierscor ied by thie control group's adh ier ienc ie to thie iestablishied consist iency critieria, affirming th ie r ieliability of 

thie chosien miethodology and participant s ieliection proc iess. Thie surviey's iextiernal validity is guarant ie ied through thie sieliection of 

thie surviey instrumient. As highlight ied by Pauier iet al. (2016), Saaty's Analytic Hi ierarchy Prociess (AHP) is sp iecifically tailor ied 

for d iecision-makiers (DMs) d iealing with intricat ie multi-critieria diecision probl iems. This miethod op ierat ies on thie pr iemisie that 

assiessing thie r ielativie importanc ie of multipl ie critieria through appropriat ie pairwisie comparisons within a hi ierarchical 

framiework is mor ie d iep iendablie than gauging th ieir absolut ie importanc ie. According to Wind and Saaty (1980), whil ie traditional 

crit ierion analysis involv ies a trad ie-off task for r iespond ients, thie analytic hi ierarchy approach achi ievies this by assiessing a 

siequienc ie of straightforward pairwis ie comparison matric ies. Consiequiently, in this r iesiearch, thie utilization of th ie AHP approach 

ienabl ied to attain mor ie pr iecisie r iesults. 
 

Tablie 8: Sub-Crit ieria W ieight 

Total Priority Eigen Value Sub-Criteria Weight Rank 

1,84 0,12 0,56 
Understanding the 

Client's Vision 
0,122 2 

0,97 0,06 1,35 Client Involvement 0,064 8 

1,06 0,07 1,16 
Managing Client 

Concern 
0,071 6 

1,99 0,13 0,80 Communication 0,132 1 

0,36 0,02 0,90 Design Revision 0,024 13 

0,95 0,06 1,37 Adaptability 0,063 9 

0,78 0,05 1,37 Quality Control 0,052 11 

0,30 0,02 1,03 Building Regulation 0,020 14 

0,26 0,02 0,89 Certification 0,017 15 

1,00 0,07 1,19 Presentation Material 0,066 7 

0,59 0,04 1,03 Built Portfolio 0,039 12 

0,79 0,05 1,17 Design Portfolio 0,053 10 

1,38 0,09 1,22 Design Development 0,092 4 

1,57 0,10 1,68 
Accommodate Client's 

Needs 
0,105 3 

1,17 0,08 0,89 Meet the Deadline 0,078 5 

Total 1,00 16,63    
 

Riesiearch iethics: Participants participat ied in thie study of thieir own fr ie ie will. B iefor ie thie surviey b iegan, participants wier ie 

briiefied on thie purposie, miethod, and iethics of thie study. Thie participants did not obj iect to b ieing assignied a uniquie codie. To 

iensur ie thie anonymity of th ie participants, during th ie data colliection phas ie, thie matric ies containing th ie critieria scor ies by thie 

participants wier ie stor ied in a Microsoft iExc iel documient without thie namies of thie participants.  
 

D) Result 

The participants' pairwise comparisons of the client preferences criteria for architectural firm service quality (hereafter 

referred to as 'criteria'), calculated by the AHP method, resulted in percentage weights for each of the criteria. By employing 

geometric averaging to consolidate these weights, the participants' assessments assigned average percentage weights to all the 

evaluated criteria, culminating in a prioritized ranking of their importance. The examination uncovered disparities among the 

criteria, indicating that not all criteria held comparable weight. Table 9 visually represents this characteristic, showcasing the 

order of significance for each criterion, their respective percentage scores (with the sum totalling 100% across all 15 criteria), 

and the arithmetic differences between each criterion's higher position and the subsequent position in the order. It can be 

observed that the difference between the first and the second criterion is 0.010 percentage points, between the second and the 

third criterion 0.018, etc. The highest difference between the ranks is 0.018 and the lowest 0.001. 
 

Table 9: Client Preferences Criteria for Architectural Firm Service Quality 

Sub-Criteria Weight,% Weight Gap Rank 
Communication 13% 0,132  1 

Understanding the Client's Vision 12% 0,122 0,010 2 

Accommodate Client's Needs 10% 0,105 0,018 3 

Design Development 9% 0,092 0,012 4 

Meet the Deadline 8% 0,078 0,014 5 
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Managing Client Concern 7% 0,071 0,008 6 

Presentation Material 7% 0,066 0,004 7 

Client Involvement 6% 0,064 0,002 8 

Adaptability 6% 0,063 0,001 9 

Design Portfolio 5% 0,053 0,010 10 

Quality Control 5% 0,052 0,001 11 

Built Portfolio 4% 0,039 0,013 12 

Design Revision 2% 0,024 0,015 13 

Building Regulation 2% 0,020 0,004 14 

Certification 2% 0,017 0,003 15 
  

The size of the interval between the different criteria determined the ranking of the criteria into units. The largest 

(0.018) gap in values between criteria 2 and 3 justify the attribution of these criteria to a separate unit of most significant 

criteria, whereas the gap between the 10 and 11 criteria indicates a very low weight difference relative to each other. With a 

margin of 0.001, it would be difficult to argue that one criterion significantly outweighs another. 
 

IV. CONCLUSION 

Applying this rationale, the entire set of criteria evaluated by participants has been categorized into five distinct units 

based on their levels of impact. These units comprise essential, significant, sufficiently significant, marginally significant, and 

less significant criteria pertaining to client preferences for Architectural Firm services. Essential criteria, holding the utmost 

significance, exert the most considerable influence on clients' preferences for services. Significant criteria complement 

essential ones, offering additional measures to ensure client satisfaction. Sufficiently significant criteria positively contribute to 

clients' preferences but with a comparatively lower impact. Marginally significant criteria provide only a marginal impact on 

clients' preferences, while less significant criteria hold lower importance than others. Based on empirical results, restructuring 

N. Studioworks' services is recommended by:  
 

a) Introducing a category for marginally significant criteria in customer preferences for an Architectural Firm.  

b) Reordering the criteria based on their level of significance among criterion groups. 

c) By classifying these criteria according to their significance, a Service Innovation Model for an Architectural Firm was 

developed, visualized in Figure 5, based on client preferences and service quality. 

 
Figure 5: Service Innovation Framework for Architectural Firm of Client's Preferences with Service Quality (Author, 

2023) 
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Utilizing the Analytic Hierarchy Process (AHP) for participant evaluation, the author identified and organized client 

preferences within an architectural firm into fifteen criteria, resulting in five distinct groups of significance. The prioritized 

ranking of these criteria provides a more precise understanding of priorities in terms of perceived service quality, facilitating a 

targeted approach to enhance client satisfaction. This empirically derived model of client preferences in architectural firms has 

the potential to enhance professionals' and researchers' comprehension of crucial aspects for client satisfaction, incorporating 

the latest academic insights and practical evidence. Moreover, the model benefits service users, guiding clients in selecting 

providers capable of delivering high service quality. The ranked criteria encourage a nuanced examination of quality and 

preference, emphasizing the relationship and importance of each criterion in relation to others. It is noteworthy that the study's 

limitations include its focus on one sector (project consulting services) in a specific geographical area (Indonesia). 

Generalizability to other architectural firm services and locations should be examined, and periodic research could identify 

evolving trends in criteria significance, historical changes, and forecast potential future adjustments. 
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