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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui dan mendeskripsikan 

pemahaman nasabah mengenai penggunaan aplikasi mobile 

banking Byond by BSI serta kendala yang dihadapi dalam 

pemanfaatannya pada nasabah Bank Syariah Indonesia (BSI) KC 

Panorama Kota Bengkulu. Metode penelitian yang digunakan 

adalah penelitian lapangan dengan pendekatan kualitatif 

deskriptif. Hasil penelitian menunjukkan bahwa nasabah muda 

memahami dan memanfaatkan fitur utama seperti cek saldo, 

transfer, pembayaran tagihan, top-up e-wallet, dan QRIS, 

sementara nasabah usia lanjut hanya menguasai fungsi dasar dan 

sebagian mengalami kesulitan. Fitur tambahan seperti zakat, 

sedekah, donasi, dan investasi syariah belum banyak digunakan. 

Kendala utama meliputi rendahnya literasi digital, minimnya 

sosialisasi, serta keterbatasan jaringan internet. Penelitian ini 

menyimpulkan bahwa keberhasilan digitalisasi perbankan syariah 

tidak hanya ditentukan oleh kecanggihan teknologi, tetapi juga 

dipengaruhi oleh pemahaman, pengalaman, dan kepercayaan 

nasabah. Oleh karena itu, diperlukan peningkatan edukasi, 

promosi fitur, serta penguatan infrastruktur digital agar layanan 

mobile banking BSI dapat dimanfaatkan secara optimal oleh 

seluruh lapisan masyarakat. 

 

 

Kata Kunci: Pemahaman Nasabah, Mobile Banking, Bank 

Syariah Indonesia, Digitalisasi Perbankan.  
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ABSTRAK 

This study aims to determine and describe customer 

understanding of the Byond by BSI mobile banking application 

and the obstacles encountered in its use by customers of Bank 

Syariah Indonesia (BSI) KC Panorama, Bengkulu City. The 

research method used was field research with a descriptive 

qualitative approach. The results showed that younger customers 

understand and utilize key features such as balance inquiries, 

transfers, bill payments, e-wallet top-ups, and QRIS, while older 

customers only mastered basic functions and some experienced 

difficulties. Additional features such as zakat, sedekah, donations, 

and sharia investments have not been widely used. The main 

obstacles include low digital literacy, minimal socialization, and 

limited internet access. This study concludes that the success of 

Islamic banking digitalization is not only determined by 

technological sophistication, but also influenced by customer 

understanding, experience, and trust. Therefore, it is necessary to 

improve education, promote features, and strengthen digital 

infrastructure so that BSI mobile banking services can be 

optimally utilized by all levels of society. 

 

 

Keywords: Customer Understanding, Mobile Banking, Bank 

Syariah Indonesia, Banking Digitalization.  
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