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ABSTRAK

Ansar, 2025 “Analisis Dampak Trouble Aplikasi BYOND By BSI Terhadap
Kepuasan dan Kenyamanan Nasabah dalam Bertransaksi pada
BSI KCP Mojosari®’, Skripsi: Perbankan Syariah,
Pembimbing: Lutvi Alamsyah, S,E,. M,M,. CRMP.

PT Bank Syariah Indonesia (BSI) melalui aplikasi BYOND by BSI
menghadirkan platform digital yang mengintegrasikan berbagai layanan transaksi
keuangan. Namun, dalam praktiknya, aplikasi ini mengalami beberapa gangguan
teknis yang berdampak pada pengalaman nasabah. Penelitian ini bertujuan untuk
menganalisis pengalaman nasabah terkait trouble aplikasi BYOND  serta
dampaknya terhadap kepuasan dan kenyamanan dalam bertransaksi di BSI
Sidoarjo.

Pendekatan penelitian yang digunakan adalah kualitatif dengan metode
deskriptif. Data diperoleh melalui wawancara mendalam terhadap sejumlah
nasabah yang mengalami gangguan penggunaan aplikasi BYOND. Analisis
dilakukan dengan mengacu pada teori kepuasan pelanggan, persepsi, kualitas
layanan (SERVQUAL), dan pengalaman pengguna.

Hasil penelitian menunjukkan bahwa gangguan aplikasi menimbulkan
kekecewaan, ketidaknyamanan, hingga kepanikan. Nasabah merasa tidak dapat
mengandalkan sistem digital BSI, bahkan sebagian memilih beralih sementara ke
bank lain. Permasalahan ini menyebabkan ketidaksesuaian antara harapan dan
kenyataan layanan, sehingga memicu persepsi negatif terhadap BSI. Kualitas
layanan dinilai menurun, khususnya dari sisi keandalan, empati, dan tanggapan
terhadap keluhan. Dengan demikian, trouble aplikasi BYOND berdampak
langsung pada tingkat kepuasan dan kenyamanan nasabah. BSI perlu memperkuat
keandalan sistem digital dan meningkatkan manajemen krisis guna menjaga

loyalitas dan kepercayaan nasabah.

Kata Kunci: BYOND by BSI, kepuasan nasabah, kenyamanan, layanan digital,

gangguan aplikasi.



ABSTRACT
Ansar. 2025. “Analysis of the Impact of BYOND by BSI Application Troubles
on Customer Satisfaction and Comfort in Transactions at BSI
KCP Mojosari.” Undergraduate Thesis. Islamic Banking Study
Program. Supervisor: Lutvi Alamsyah, S.E., M.M., CRMP.

PT Bank Syariah Indonesia (BSI), through its BYOND by BSI application,
offers a digital platform that integrates various financial transaction services.
However, in practice, the application has experienced several technical disruptions
that have affected the customer experience. This study aims to analyze customer
experiences related to the BYOND application troubles and their impact on
satisfaction and comfort in conducting transactions at BSI Sidoarjo.

This research uses a qualitative approach with a descriptive method. Data
were collected through in-depth interviews with several customers who
experienced disruptions while using the BYOND application. The analysis was
carried out based on customer satisfaction theory, perception theory, service
quality (SERVQUAL), and customer experience theory.

The findings reveal that the application disruptions caused disappointment,
discomfort, and even panic. Customers felt that the digital system of BSI was
unreliable, with some choosing to temporarily switch to other banks. These
problems created a gap between customer expectations and the actual service,
resulting in negative perceptions toward BSI. The service quality was perceived to
have declined, particularly in terms of reliability, empathy, and responsiveness to
complaints. Thus, the BYOND application troubles directly impacted customer
satisfaction and comfort. BSI needs to enhance the reliability of its digital system

and improve crisis management to maintain customer loyalty and trust.

Keywords: BYOND by BSI, customer satisfaction, comfort, digital banking

services, application disruption.
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