


Visi & Misi Bank Syariah Indonesia

Menjadi perusahaan pilihan dan kebanggaan para talenta

terbaik Indonesia

Melayani > 20 juta nasabah dan menjadi top 5 bank berdasarkan 

asset (500T) dan nilai buku 50T di tahun 2025

Menjadi bank besar yang memberikan nilai terbaik bagi

para pemegang saham

MISI

Perusahaan dengan nilai yang kuat dan memberdayakan

masyarakat serta berkomitmen pada pengembangan

karyawan dengan budaya berbasis kinerja

Top 5 bank yang paling profitable di Indonesia (ROE 18%) dan

valuasi kuat (PBV > 2)

“Menjadi top 10 bank

Syariah global berdasarkan

kapitalisasi pasar dalam

waktu 5 tahun”

VISI
Memberikan akses solusi keuangan Syariah di 

Indonesia



Peraturan Pembatasan karyawan
WFO (Work from Office) hanya

boleh 25%

Berlakunya PPKM sehingga kunjungan nasabah ke
kantor layanan cabang dibatasi

Tantangan Menghadapi Proses Merger Bank Syariah

Target Roll Out Kantor Cabang
/ Migrasi Single Sistem
tanggal 31 Oktober 2021



Strategi Digital Banking Operations

“Layanan CS via channel digital”

Virtual Assistant Chatbot Aisyah

✓ Registrasi & aktivasi BSI Mobile tanpa

harus ke kantor cabang

✓ Informasi Promo & produk

✓ Complaint handling

Robotic Process Automation (RPA)

✓ Automasi pendaftaran & aktivasi oleh robot

✓ Proses Verifikasi dilakukan robot

✓ Complaint handling dilakukan robot

✓ Peningkatan kompetensi karyawan dari

mengerjakan pekerjaan rutinitas menjadi

analisis (Quality Assurance)

“Automasi pekerjaan rutin”



Metode Pengembangan Agile – Scrum Framework

(Design, Develop, 
Test, Release)



Timeline Pengembangan

1 Feb 21 Mar – Apr 21 Mei – Jun 21 Jun – Jul 21 Agust 21 -

Legal Merger

Piloting Release

Development Continue
to improve time to
market

Roll Out Cabang /
Migrasi Sistem

∞
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Call Center Kantor Cabang BSI Mobile Aisyah & Media Sosial

BSI Mobile, Aisyah & MedsosCall Center

71.26451.563

38%28%

Kantor Cabang

62.386

34%

Voice & Face 
Contact

Digital Contact

Komposisi Channel Pengaduan Nasabah BSI

Trend Digital Contact Pengaduan Nasabah BSI



Roadmap Customer Contact 2021 - 2023

Customer Contact
• Face Contact = Branch customer services

• Voice Contact = Call Center

• Digital contact = BSI Mobile, Chatbot Aisyah & Medsos

*Periode 1 Februari – 30 September 2021 dengan total 185.213 contact 

Face Contact

34%

*62.386 Customer

Voice Contact

28%

*51.563 Call

Digital Contact 

38%

*71.264 Call

Face Contact

25%

Voice Contact

20%

Digital Contact

55%

Face Contact

15%

Voice Contact

20%

Digital Contact

65%

Februari – September 2021 2022 2023



Virtual Assistant Chatbot Aisyah Sebagai Personal CS

Penawaran Produk dan
lainnya

Customer Services di Cabang dapat
fokus untuk lebih meningkatkan
penjualan produk dan customer
engagement

CS Cabang

Contact Center

Aisyah menjadi channel utama nasabah untuk
menyampaikan pengaduan, mendapatkan
informasi produk & layanan bank seperti CS di
cabang dengan biaya murah dan dapat di akses
kapan saja

Aisyah

Contact Center dapat fokus untuk
lebih meningkatkan penjualan
produk & memberikan layanan
yang membutuhkan verifikasi
nasabah



A digital and human workforce will be managed by the 

COE (Center of Excellence)

Human Workforce Digital Workforce

• The digital workforce will be managed through the

Orchestrator(s)

• Supervisors within the COE administer and control

the digital workforce in the operationalenvironment

• Regular reviews should be conducted to evaluate

exceptions and identify improvementopportunities

• Based on improvement opportunities identified,

supervisors will work with functional leaders and

developers to update process workflows and

automation as needed

• The digital workforce should be scaled up and down

based on business needs and demand

• Human COE resources will be recruited within and

outside the organized based on individual roles

• New hire and RPA training will be conducted for

each role. Training will consist of online and class-

room training

• Training partners should be leveraged for class

room training and coaching

• The COE should have a quarterly or semi-annual

performance management process to ensure

employees are performance according to standards

• Human employees should be empowered to make

decisions and provide ongoing feedback



Quality management is an integral part of an RPA COE

13

Customer Surveys Stakeholder Focus Groups

• Regular quality reviews  

need to be conducted to  

evaluate existing  

automations

• Based on the reviews it  

will be determined if  

improvements need to be  

made

• Automation improvements  

may consists of workflow  

and / or code changes

• Key stakeholders and  

users of the automated  

processes should be  

surveyed to obtain  

feedback

• Surveys should be sent  

post go-live and on a  

monthly or quarterlybasis

• The correlation between  

automation reviews and  

surveys should be  

evaluated

• Focus groups will provide  

COE leadership the  

opportunity to obtain  

additional insights and  

feedback from key  

stakeholders

• The stakeholder groups  

should be conducted  

quarterly or semi-annually

Automation Reviews



Pembentukan Center of Excellence (COE) RPA

Pembentukan Center of Excellence RPA saat ini baru di Digital Banking Operations, sedangkan rencana ke
depan akan dibentuk pula di  Direktorat lainnya seperti finance, retail banking, sales & distribution, dan
wholesale & transactional banking

Project Manager PPG – Pembuatan Policy
BSU – Support Training

Project Assurance 
Member

Business Analyst System Analyst Programmer Training & ProcedureBusiness Process

• Menganalisa sistem

• Merancang sistem

• Memberikan

konsultasi atas

solusi yang akan

dikembangkan

Membuat sistem• Mengidentifikasi & 

menganalisa use case

• Membantu membuat 

solusi bisnis proses

Membuat use case 

untuk proses yang akan 

di otomasi

Koordinasi training & 

prosedur 






