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ABSTRAK

Penelitian ini bertujuan untuk menganalisis peran BSI Smart Agent dalam
meningkatkan inklusi keuangan syariah pada Bank Syariah Indonesia (BSI) KCP
Surabaya Merr 1. Inklusi keuangan syariah merupakan upaya untuk memperluas
akses masyarakat terhadap layanan keuangan yang sesuai dengan prinsip syariah.
Salah satu strategi yang diterapkan BSI untuk mendukung peningkatan inklusi
keuangan syariah adalah melalui program BSI Smart Agent yang mengadopsi
konsep branchless banking, yaitu penyediaan layanan perbankan melalui agen yang
berada di tengah masyarakat.

Penelitian ini menggunakan metode penelitian kualitatif dengan pendekatan
deskriptif. Data diperoleh melalui wawancara, observasi, dan dokumentasi yang
dilakukan pada pihak BSI KCP Surabaya Merr 1 serta agen yang terlibat dalam
program BSI Smart Agent. Analisis data dilakukan melalui tahapan reduksi data,
penyajian data, dan penarikan kesimpulan.

Hasil penelitian menunjukkan bahwa BSI Smart Agent berperan dalam
meningkatkan inklusi keuangan syariah melalui tiga dimensi, yaitu akses,
penggunaan, dan kualitas layanan. Pada dimensi akses, keberadaan BSI Smart
Agent mampu memperluas jangkauan layanan perbankan syariah kepada
masyarakat yang memiliki keterbatasan akses terhadap kantor cabang karena lokasi
yang lebih dekat dan mudah dijangkau. Pada dimensi penggunaan, program ini
memudahkan masyarakat dalam melakukan berbagai transaksi keuangan, seperti
setor dan tarik tunai, transfer, pembayaran tagihan, serta pembukaan rekening
sehingga mendorong pemanfaatan layanan perbankan syariah secara berkelanjutan.
Sementara pada dimensi kualitas, agen turut dalam memberikan edukasi dan
pendampingan kepada masyarakat mengenai produk dany layanan perbankan
syariah sehingga meingkatkan peémahaman serta. pengalaman masyarakat dalam
menggunakan layanan tersebut. Meskipun:.demikian, implementasi program masih
menghadapi beberapa kendala, antara lain keterbatasan’ pemahaman masyarakat
terhadap layanan perbankan syariah, keterbatasan fitur, serta tingkat keaktifan agen
yang berbeda-beda.

Berdasarkan hasil penelitian, diperlukan peningkatan pembinaan,
monitoring, dan evaluasi terhadap BSI Smart Agent secara berkelanjutan, serta
optimalisasi pengembangan fitur layanan agar lebih lengkap dan sesuai dengan
kebutuhan masyarakat. Selain itu, perlu dilakukan upaya peningkatan keaktifan
agen melalui pendampingan dan evaluasi rutin agar implementasi program dapat
berjalan lebih efektif dalam mendukung peningkatan inklusi keuangan syariah.

Kata Kunci: BSI Smart Agent, Inklusi Keuangan Syariah, Branchless Banking,
Bank Syariah Indonesia.
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ABSTRAC

This study aims to analyze the role of BSI Smart Agent in improving Islamic
financial inclusion at BSI KCP Surabaya Merr 1. Islamic financial inclusion is an
effort to expand public access to financial services that comply with Islamic
principles. One of the strategies implemented by Bank Syariah Indonesia (BSI) to
support the enhancement of Islamic financial inclusion is the BSI Smart Agent
program, which adopts the branchless banking concept by providing banking
services through agents located within local communities.

This research employed a qualitative method with a descriptive approach.
Data were collected through interviews, observations, and documentation involving
BSI KCP Surabaya Merr 1 and agents participating in the BSI Smart Agent
program. Data analysis was conducted through data reduction, data presentation,
and conclusion drawing.

The results of the study indicate that the BSI Smart Agent plays a role in
improving Islamic financial inclusion through three dimensions, namely access,
usage, and service quality. In the access dimension, the existence of BSI Smart
Agent is able to expand the reach of Islamic banking services to communities with
limited access to branch offices due to its closer and more accessible location. In
the usage dimension, this program facilitates customers in conducting various
financial transactions, such as cash deposits and withdrawals, transfers, bill
payments, and account opening, thereby encouraging the continuous utilization of
Islamic banking services. Meanwhile, in the quality dimension, agents also provide
education and assistance to the community regarding Islamic banking products and
services, which improves public understanding and experience in using these
services. However, the implementation, of the program still facgs several challenges,
including limited “public "understanding “of Islamic ‘banking 'services, limited
features, and varying levels of agent activity.

Based on the research findings, it is necessary to improve continuous
training, monitoring, and evaluation of BSI Smart Agents, as well as to optimize the
development of service features so that they are more complete and aligne with
community needs. In addition, efforts should be made to increase agent activity
through regular assistance and evaluation so that the program can run more
effectively in supporting the enhancement of Islamic financial inclusion.

Keywords: BSI Smart Agent, Islamic Financial Inclusion, Branchless Banking,
Bank Syariah Indonesia.
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