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ABSTRAK 

Perkembangan teknologi digital telah mendorong industri perbankan untuk 

berinovasi, salah satunya melalui layanan mobile banking. PT Bank Syariah 

Indonesia (BSI) meluncurkan aplikasi BYOND sebagai bentuk transformasi digital 

dari aplikasi sebelumnya, BSI Mobile. Penelitian ini bertujuan untuk mengkaji 

bagaimana strategi sosialisasi, pelaksanaan, dan monitoring pelayanan pengguna 

aplikasi BYOND dilakukan di BSI KCP Malang Sengkaling. Penelitian ini 

menggunakan metode deskriptif kualitatif dengan pendekatan studi kasus. Hasil 

penelitian menunjukkan bahwa strategi pelayanan disosialisasikan secara intensif 

melalui Zoom Meeting dan forum doa pagi rutin. Pelaksanaan layanan dilakukan 

dengan pendekatan aktif seperti edukasi langsung, pendampingan aktivasi, dan 

komunikasi melalui berbagai media. Monitoring dilakukan secara berkala melalui 

laporan manual dan evaluasi hasil tindak lanjut pegawai terhadap nasabah. Kendala 

yang muncul, seperti Maintenance sistem, human error, hingga ketidaksesuaian 

data, ditangani dengan pendekatan solutif dan edukatif. Penelitian ini menegaskan 

bahwa optimalisasi layanan mobile banking tidak hanya bergantung pada sistem 

aplikasi, tetapi juga pada kesiapan sumber daya manusia dan strategi komunikasi 

yang berkelanjutan. 

Kata kunci: Mobile Banking, transformasi digital, aplikasi BYOND, layanan 

nasabah, BSI 
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ABSTRACT 

The advancement of digital technology had encouraged the banking industry to 

innovate, particularly through mobile banking services. PT Bank Syariah Indonesia 

(BSI) launched the BYOND application as a digital transformation of the previous 

BSI Mobile app. This study aimed to examine the strategies of socialization, 

implementation, and monitoring of the BYOND application service at BSI KCP 

Malang Sengkaling. A qualitative descriptive method with a case study approach 

was used. The results showed that service strategies were intensively socialized 

through Zoom Meetings and daily morning forums. Service implementation was 

carried out actively through direct education, activation assistance, and 

communication via multiple media. Monitoring was conducted periodically through 

manual reports and follow-up evaluations of customer engagement. Issues such as 

system Maintenance, human error, and data discrepancies were handled using 

communicative and educational approaches. This study emphasized that the 

optimization of mobile banking services relied not only on the application system 

but also on human resource readiness and continuous communication strategies. 

Keywords: Mobile Banking, digital transformation, BYOND application, customer 

service, BSI 
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