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ABSTRACT

Interior designer is the key person who involves and dominates the all process of interior design and decoration. During the process

complexity and variability, most of cases were result the disputes and arguments. When the arguments happened, at the interior

designer perspective there are inevitably caused reputation damaged, profit lose and difficult payment collection. On the client side

there are unexpected over budget, project delay and disappointment gap between expectation and reality. Therefore how to

eliminate the arguments and enhance the communication and interaction with the client, provide a platform to improve the service

quality becomes a key ability of interior designer besides concept design and sketch. This research was quoting Parasuraman,

Zeithaml and Berry SERVQUAL Model as study research theory, extend interior design service quality scale list from Parasuraman,

Zeithaml and Berry SERVQUAL Model - Multiple-Item Scale and then interview individual cases, analyze 22 service factors to

realize the root cause of argument and hope to reduce argument damage. Moreover, through this analysis to establish a standard

service quality checklist and model to be communication tool between designer, constructor and client. From this study we realized

the arguments may happen in any process of interior design and construction. The most important elements of interior design not

only providing tangible design concept and drawings but also the intangible service attitude. During providing design service process,

if designer cannot clearly understand what client expectation in their mind and neglect intangible service request may created service

quality difference. By creating designer and constructor (material vendors) service quality score and established service quality model,

look forward to eliminate the arguments occurred and provide to interior industry as pattern for service quality improvement.
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