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ABSTRAK

MAYLA VANIA, (2282110099). EVALUASI ETIKA PROFESI BANKIR
DALAM MEMBANGUN KEPERCAYAAN NASABAH PADA MIGRASI
LAYANAN MOBILE BANKING KE BYOND BY BSI (Studi Kasus BSI KCP
Cirebon Siliwangi), 2026.

Perkembangan teknologi informasi mendorong transformasi layanan digital di
industri perbankan, termasuk pada Bank Syariah Indonesia melalui migrasi layanan
mobile banking dari BSI Mobile ke aplikasi Byond by BSI. Proses ini tidak hanya
mencakup aspek teknis, tetapi juga menuntut penerapan etika profesi bankir dalam
menjaga dan membangun kepercayaan nasabah, terutama pada masa transisi yang
berpotensi menimbulkan kebingungan dan persepsi risiko. Penelitian ini bertujuan
untuk mengevaluasi penerapan etika profesi bankir dalam membangun kepercayaan
nasabah pada migrasi layanan tersebut.

Penelitian ini menggunakan pendekatan kualitatif dengan metode deskriptif.
Pengumpulan data dilakukan melalui observasi, wawancara mendalam, dan
dokumentasi dengan informan yang dipilih secara purposive, meliputi pegawai BSI
yang terlibat langsung dalam proses migrasi layanan digital serta nasabah pengguna
aplikasi Byond by BSI.

Hasil penelitian menunjukkan bahwa BSI KCP Siliwangi telah menerapkan
etika profesi pegawai melalui pengawasan internal, namun evaluasi etika dalam
konteks migrasi digital belum sepenuhnya terstruktur secara khusus. Tantangan
utama yang dihadapi pegawai meliputi keterbatasan waktu edukasi, perbedaan
literasi digital nasabah, serta tuntutan pelayanan yang cepat. Persepsi nasabah
menunjukkan bahwa sikap profesional, transparansi informasi, dan empati pegawai
berkontribusi signifikan dalam membangun kepercayaan terhadap layanan Byond
by BSI. Penelitian ini menyimpulkan bahwa penerapan etika profesi bankir
merupakan faktor penting dalam mendukung keberhasilan migrasi layanan digital
dan menjaga kepercayaan nasabah pada perbankan syariah di era transformasi
digital.

Kata kunci: Etika Profesi Bankir, Kepercayaan Nasabah, Migrasi Layanan
Digital.



ABSTRACT

MAYLA  VANIA, (2282110099). EVALUATION OF BANKERS'
PROFESSIONAL ETHICS IN BUILDING CUSTOMER TRUST IN MOBILE
BANKING SERVICE MIGRATION TO BYOND BY BSI (Case Study of BSI
KCP Cirebon Siliwangi), 2026.

The development of information technology drives the transformation of
digital services in the banking industry, including at Bank Syariah Indonesia
through the migration of mobile banking services from BSI Mobile to the Byond by
BSI application. This process not only encompasses technical aspects, but also
requires the application of bankers' professional ethics in maintaining and building
customer trust, especially during a transition period that could potentially cause
confusion and risk perception. This study aims to evaluate the application of
bankers' professional ethics in building customer trust during the migration of these
services.

This research uses a qualitative approach with a descriptive method. Data
collection was carried out through observation, in-depth interviews, and
documentation with informants selected purposively, including BSI employees
directly involved in the digital service migration process and customers using the
Byond by BSI application.

The study results indicate that BSI KCP Siliwangi has implemented
employee professional ethics through internal supervision; however, the evaluation
of ethics in the context of digital migration has not been fully structured specifically.
The main challenges faced by employees include limited education time, differences
in customers' digital literacy, and demands for fast service. Customer perceptions
indicate that employees' professionalism, transparency of information, and
empathy significantly contribute to building trust in Byond by BSI services. This
study concludes that the implementation of professional banking ethics is an
important factor in supporting the success of digital service migration and
maintaining customer trust in Islamic banking in the era of digital transformation.

Keywords: Banker Professional Ethics, Customer Trust, Digital Service
Migration.
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MOTTO

“I'ts not always easy, but thats life. Be strong because there are better days

ahead. No metter what situation, just dont give up even if you feel like giving up.”

-Mark Lee

“Jika dikabulkan berarti baik, jika tidak, berarti ada yang lebih baik.”

-Q.S Al Baqarah: 216
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