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ABSTRAK

Penelitian ini bertujuan untuk mengkaji dampak transformasi
layanan mobile banking melalui aplikasi BYOND by BSI terhadap
peningkatan kualitas pelayanan nasabah di Bank Syariah
Indonesia Kantor Cabang Bengkulu Adam Malik. Dengan
pendekatan  kualitatif  deskriptif, data diperolen melalui
wawancara mendalam, observasi partisipatif, dan dokumentasi
terhadap nasabah serta karyawan BSI. Hasil penelitian
menunjukkan bahwa aplikasi BYOND by BSI secara umum
memberikan kemudahan dalam akses layanan, mempercepat
proses transaksi, serta meningkatkan kenyamanan dan kepuasan
nasabah. Namun demikian, beberapa kendala masih ditemukan,
seperti gangguan sistem dan adaptasi teknologi oleh nasabah.
Upaya perbaikan terus dilakukan melalui peningkatan fitur,
edukasi digital, serta penguatan infrastruktur teknologi.
Transformasi ini dinilai efektif dalam memperluas inklusi
keuangan syariah serta meningkatkan daya saing layanan
perbankan digital berbasis syariah di tingkat lokal. Penelitian ini
memberikan rekomendasi strategis untuk optimalisasi layanan
digital ke depan, khususnya dalam meningkatkan kualitas dan
kepercayaan nasabah terhadap layanan perbankan syariah.

Kata Kunci: Mobile banking, BYOND by BSI, pelayanan
nasabah, transformasi digital, perbankan syariah.
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ABSTRACT

This study aims to examine the impact of mobile banking service
transformation through the BYOND by BSI application on
improving customer service quality at Bank Syariah Indonesia,
Bengkulu Adam Malik Branch Office. Using a descriptive
qualitative approach, data were collected through in-depth
interviews, participatory observations, and documentation
involving customers and BSI employees. The findings indicate
that the BYOND by BSI application generally provides easier
service access, faster transaction processes, and greater customer
convenience and satisfaction. However, several challenges
remain, including system disruptions and customer adaptation to
the technology. Ongoing improvements are being made through
feature upgrades, digital education, and strengthening of
technological infrastructure. This transformation is considered
effective in expanding Islamic financial inclusion and enhancing
the competitiveness of digital Sharia banking services at the local
level. This research offers strategic recommendations for
optimizing future digital services, particularly in improving the
quality and trust of customers toward Islamic banking services.

Keywords: Mobile banking, BYOND by BSI, customer service,
digital transformation, Islamic banking.
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MOTTO

"Allah akan meninggikan orang-orang yang beriman di antara
kamu dan orang-orang yang diberi ilmu beberapa derajat.”
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