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WHY

Today’s Customer Expectations:

From Passive to Proactive



FROM PASSIVE TO PROACTIVE
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CEPAT

How Long Customers Are Wiling To Wait In Lines For Service
Or Entry At Retail Bank Branches
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Customer menuntut experience layanan yang cepat untuk

menghindari antrean panjang dan proses manual di kantor cabang.
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New Global Study Reveals Consumers Demand More
Personalization in Marketing; 81% Ignore Irrelevant
Messages, While Personalized Experiences Drive Loyalty
and Sales

Customer menginginkan pengalaman yang sesuai dengan

kebutuhan pribadi, bukan penawaran generik yang tidak relevan.
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Customer ingin experience untuk dilibatkan dalam proses layanan dan

memiliki kendali untuk menyesuaikan layanan sesuai preferensinya.

MARKPLUS | Learn

mink  Source: cmr.berkeley.edu (2022)
INSTITUTE [ share Y @ visit markplusinstitute.com | @follow @markplusinstitute | ©2025




BERMANFAAT

BERMANFAAT
Research Insights
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People Why brands must deliver to change their purchasing
®) on omnipresence, agility, habits to help reduce negative
1 and sustainability environmental impact.

Customer mengharapkan layanan yang memberi dampak nyata

bagi kehidupan, bukan sekadar menyelesaikan transaksi sesaat.
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WHAI

4 Stage of Service Experience



EXPANSION

FROM OPERATIONAL EXCELLENCE TO 4 LEVEL OF SERVICE

A4 INSTITUTE
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Standardization Personalization Customization Transformation

Source: Philip Kotler, Hermawan Kartajaya, Jacky Mussry: Reimagining Operational Excellence, Wiley (2024)
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4 LEVEL OF SERVICE: STANDARDIZATION

Standarisasi Berdasarkan Peraturan

4 )

Service Level Agreement

* Woaktu respons

* Waktu penyelesaian, dan

* Ketersediaan layanan, protokol
sapaan, dll
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4 LEVEL OF SERVICE: PERSONALIZATION

Memberikan Rekomendasi Berdasarkan Profil Nasabah

Selamat Ulang Tahun! 53 Sun 09.47 \

Semoga panjang umur dan makin banyak
cuanya &~

p?« .“;“ * Robo Advisory
,‘,V.I'ﬂl’ /E‘Ww‘“ﬁl * Personal Financial Management
s (PFM) Tools

* Penawaran Promosi Spesifik

Ikuti Rekomendasi Robo

Portfolio Agresif @ 9/10 @

10%

Henisiheica bana Nonton Hemat Diskon s.d. 20% Fri 15.58

i Berdasarkan Aktivitas Nasabah

Spend your weekend dengan nonton film
favorit di XXI! Diskon s.d. 20% dengan

Sarn Dl ind * Komunikasi yang Disesuaikan
* Asisten Virtual Cerdas

® Pasar Uang
@ Obligasi

® Saham

Dlskon s.d. 20%

J
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4 LEVEL OF SERVICE: CUSTOMIZATION

Melibatkan Langsung Nasabah Secara Aktif

~
* Desain Kartu Debit /Kredit yang Bisa
L @o ) Disesuaikan

= E * Paket Layanan Berbasis Pilihan

. \ Nasabah

:‘a o | * Limit Transaksi yang Bisa Diatur

== | Sendiri

* Customisasi Tujuan Keuangan
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4 LEVEL OF SERVICE: TRANSFORMATION

Peningkatan Pengalaman Nasabah

Kearah Digitalisasi & Sustainibility

* Digitalisasi Layanan Cabang
(Mobile First)
* Chatbot & Al Assistant 24 /7
i A * Smart Branch
,~ S * Ekosistem Keuangan Terintegrasi
&0 ; (Super App)

E'RE NOT ONLY ENHANCING

DR UR EXPERIENCE
v BUT ALSO CONTRIBUTING TO

A CREENER ENVIRONMENT!
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HOW

Great Customer Experience
Requires the Right Capabilities



CIEL-PIPM CAPABILITIES
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CREATIVITY INNOVATION ENTREPRENEURSHIP LEADERSHIP

Ideas Solution Value Values

Margin Monetization Result

TEc H N 0 Lo GY PRODUCTIVITY IMPROVEMENT PROFESSIONALISM MANAGEMENT
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