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Changing User Expectations Demands for a New Banking Experience in SEA

Source: BCG REBEX Customer survey and BCG (2020):https://media-publications.bcg.com/The-Rise-of-Digital-Banking-in-Southeast-Asia.pdf  !) https://www.forbes.com/councils/forbestechcouncil/2024/05/01/the-rise-of-digital-banking-a-paradigm-shift-in-fintech/

We live in the era of digitalization. This is a well-known fact, and the banking industry specifically has recently been 

revolutionized by technology. The advent of digital banks—or neobanks as some refer to them—is changing the financial 

landscape. (Malin, 2024)1



Lending

Marketplace

Trading

Social

Stored
value  eMoney

Other
services

Payments

Mobile
payments

Transactions

Investment

Retail

Mobile wallets

Banking in 2030: Banking Becomes 

An Integral Part of Daily Life

Customer

Savings

Bank

Crowd funding

Ticketing

Branches

TRULY INDIVIDUALIZED  

CUSTOMER-CENTERED BANKING

Lack of Personalized Advice, High Fees, and Unattractive Image Are 

Top Reasons for Shifting from Traditional Banks in SEA

Charting The Banking Evolution

Source: BCG REBEX Customer survey and BCG (2020):https://media-publications.bcg.com/The-Rise-of-Digital-Banking-in-Southeast-Asia.pdf  

The rise of digital banks is not only a technological endeavor but also a response to shifting consumer preferences. 

Today's customers expect services that fit within their digital lives (Malin, 2024).



Domination by
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Digital Banking is a Game Changer
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Development and Projections of Digital Transactions

Development of E-

Commerce 

Transactions (in IDR 

Trillion)

Development of Digital 

Transactions (in IDR 

thousand Trillion)

Development of 

Electronic Money (in 

IDR Trillion)

E-commerce 

transactions in 2023 

will reach IDR 454 

trillion and are 

projected to increase 

7.2% to reach IDR 487 

trillion in 2024

Digital banking 

transactions in 2023 

will reach IDR 58.5 

thousand trillion and 

are projected to 

increase 9.1% (yoy) to 

reach IDR 63.8 

thousand trillion in 

2024

The use of electronic 

money in 2023 will 

reach IDR 836 trillion 

and is predicted to 

increase by 25.8% 

(yoy) to reach IDR 

1,051 trillion in 2024

1 2 3

2018 2019 2020 2021 2022 2023 2024* 2018 2019 2020 2021 2022 2023  2024* 2018 2019 2020 2021 2022 2023 2024*

106
22,6

27,4 27,5

40,9

52,5
58,5

63,8

145,2
47,2

204,9
305,4

407,5

836

1.05

1

206

266

401

454
476 487

Digital Challenging (1/4) 

Sumber: Laporan Perekonomian Indonesia, Bank Indonesia *) proyeksi Oleh OJK (2024)

Potential of Digitalization of Indonesian Society

Sumber: We Are Social (Januari 2024), Bank Indonesia (2024), OJK (2024)



Digital Challenging (2/4)

SOURCE: Bank Indonesia (2024)

Changes to the 2030 DIGITAL ECONOMY & FINANCE CONFIGURATION released by BI 2024



29.1% 18.2% 8.1% 7.7%

50.5% 1.6% 35.1% 9.3%

FEMALE MALE FEMALE MALE FEMALE MALE FEMALE MALE

29.0% 29.2% 21.5% 14.8% 7.5% 8.8% 7.8% 7.6%

FEMALE MALE FEMALE MALE FEMALE MALE FEMALE MALE

51.7% 49.3% 2.1% 1.1% 36.5% 33.7% 9.9% 8.7
%

MADE A DIGITAL  
PAYMENT (PAST YEAR)

MADE A PURCHASE USING A MOBILE  
PHONE OR THE INTERNET (PAST YEAR)

USED A MOBILE PHONE OR THE  
INTERNET TO SEND MONEY (PASTYEAR)

USED A MOBILE PHONE OR THE  
INTERNET TO PAY BILLS (PAST YEAR)

ACCOUNT WITH A  
FINANCIAL INSTITUTION

CREDIT CARD  
OWNERSHIP

DEBIT CARD  
OWNERSHIP

MOBILE MONEY ACCOUNT  
(E.G. MPESA, GCASH)

SOURCE: We are Social (2024)

FINANCIAL INCLUSION FACTORS
PERCENTAGE OF THE TOTAL POPULATION AGED 15+ THAT OWNS OR USES EACH PRODUCT OR SERVICE

Digital Challenging (3/4)



6.0%

SHARE OF B2CECOMMERCE  
TRANSACTION VOLUME  
ATTRIBUTABLE TO DIGITAL  

AND MOBILEWALLETS

SHARE OF B2CECOMMERCE  
TRANSACTION VOLUME  
ATTRIBUTABLE TO DEBIT

AND CREDITCARDS

SHARE OF B2CECOMMERCE  
TRANSACTION VOLUME  

ATTRIBUTABLE TO
BANK TRANSFERS

SHARE OF B2CECOMMERCE  
TRANSACTION VOLUME  

ATTRIBUTABLE TO
CASH-ON-DELIVERY

SHARE OF B2CECOMMERCE  
TRANSACTION VOLUME  
ATTRIBUTABLE TO OTHER  

PAYMENT METHODS

39.0% 17.0% 27.0% 11.0%

PAYMENT METHODS USED FOR ECOMMERCE
PERCENTAGE OF ALL B2C ECOMMERCE TRANSACTIONS IN 2022 COMPLETED USING EACH TYPE OF PAYMENT METHOD

SOURCE: PPRO. NOTE: FIGURES REPRESENT SHARE OF THE TOTAL NUMBER OF B2C ECOMMERCE TRANSACTIONS IN 2022, We Are Social (2024).

Digital Challenging (4/4)
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1,182

1H23 1H24

Livin’ RegisteredUsers

26Mn
▲35% YoY

Registered

Users
As of Jun-24

Livin’ PerformanceHighlights

1,736

2,174

2022 2023

1,940
2,115

2,815
2,582

2,326

3,069
3,311

2,435
2,649

2,847
3,063

3,261
3,459

3,643

Dec-22 Mar-23 Jun-23 Sep-23 Dec-23 Mar-24 Jun-24

Livin' Fee-Based Income
In Rp Bn

Livin' Trx Value & Frequency

Trx Freq Trailing 4-Quarters (Mn) Trx Value Trailing 4-Quarters (Rp Tn)

YoY:28.0%

YoY:42.3%

▲26.4%

YoY

Launched in Oct-21

Bank Mandiri: General Performance Highlights

Example of Digital Banking Applied (1/4)



2,124
2,305

2,469
2,645

2,794
2,940

3,070

6

16
196

95

32

231

108

42

250

116

71

8203

214

101

96

111

Dec-22 Mar-23 Jun-23 Sep-23 Dec-23 Mar-24 Jun-24

Transfer

QR Payment

Top Up & Purchase Payment  

Others Financial

958
1,061

1,173
1,292

1,388
1,474 1,533

374

418

452

299

58

43

206

386

Dec-22 Mar-23 Jun-23 Sep-23 Dec-23 Mar-24 Jun-24

Transfer

QR Payment

Top Up & Purchase  

Others Financial

Payment

Non-Financial

QoQ

4.40%

QoQ

4.03%

YoY

30.7%

% to  

Total

46.3%

Transaction Frequency Trailing 4-Quarters (In Mn) Transaction Value Trailing 4-Quarters (In Rp Tn)

YoY

24.4%

100% 5.31% 28.0%
126
55 3.46% 13.2% 76.7%

269 1.52% 31.3% 252.4%

123 7.37% 7.60% 36.9%

3.38% 6.41% 29.4%

% to  

Total

84.3%

Bank Mandiri: Strong Transactional Growth: An Evidence of a Solid Franchise

2,326 346 124

2,115 326 112 276

290

295

83
103

97

149

239

210

252

270

71
67 220 540

208 479

507

100% 7.87% 42.3%

421 12.7% 9.31% 42.8%

137 4.13% 10.3% 63.8%

364 11.0% 31.9% 254.9% 2,649

2,435 6130

286
8.63% 5.60% 29.6%

56

174

186

86

75

570 17.2% 5.62% 26.0%

1,940

2,582

2,815

3,069

3,311

2,847

3,063

3,261
3,459

3,643

Example of Digital Banking Applied (2/4)



Bank BCA: Transaction volume reached 17 bn, rose 21% YoY

C2C B2C B2B

EDC Terminal, Point-of-Sales
(POS) & Merchant Apps

Two powerful mobile  
banking apps

No of Customers

31.9 million
(+6% YoY or ~2x in 5 yr)

Robust transaction  
volume in 1H24  

17 billion
(+21% YoY or 4x in 5 yr)

branches

1
2

4 E-money &  
e-wallet

5 ATM/CRM/CDM

7 24/7
contact center

8 1,258

6 One ClickPayment

Mobile Banking  
Transaction  
per User

+24% YoY
or +2.3x in 5 Yr

3 Internet BusinessBanking

“Banking as a Service”

13

Example of Digital Banking Applied (3/4)



Bank BCA: Two powerful mobile apps for customer choice

Mobile & Internet Banking
Trx Vol (bn)

Mobile & Internet Banking
Trx Value (Rp tn)

12.0
14.8

1H23 1H24

29.6 31.0

1H23 1H24

11,811
13,265

1H23 1H24

Mobile Banking & Internet
Banking Users (mn)

+5% YoY

+24% YoY +12% YoY

myBCA
Since 2021

BCAmobile
Since 2011

20.8
26.6

30.3

2021 2022 2023

+1.5x

14.4
20.1

25.6

2021 2022 2023

19,167
22,909 24,825

2021 2022 2023

+2.7x +1.8x

Popular mobile  
apps for  

transactions

Newer apps with  
comprehensive  

features

Source:BCA Analyst Meeting 1H-24

Example of Digital Banking Applied (4/4)
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Source: McKinsey

Big Data
Use case: business 

intelligence, customer scoring

Internet of Things 
Use case: risk management

No-code and 
low-code platforms

Use case: product 
development

Artificial intelligence
Use case: product 

personalization and 
operational efficiency

The exponential pace of technological development has enabled the digitization of banking services

Cloud Computing
Use case: cost savings 

and business agility

Digital Ecosystem (1/5)
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Digital Banking: Different Types of Digital Banks

Digital Ecosystem (2/5)

Banks must overcome major challenges to realize 

the potential of AI

The four biggest barriers to achieving financial services 
organizations' AI goals

27%

28%

32%

38%

Adequate data size for 
model training and

accuracy

Lack of 

budget

Recruit and retain AI 
experts and data scientists

Data matters: 
privacy, sovereignty, and 

location gaps
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The Future of Competition: % of New 

Competitors Emerging

Smart technologies increase efficiency in branch 

offices

Digital Ecosystem (3/5)



83,3 81,4

68,2

19,7
16,7 13,2

10,3 6,3

0

10

20

30

40

50

60

70

80

90

100

Gopay Ovo Dana Doku Jenius Paytren Sakuku Uangku

% of respondents who use the platform, n=651

• Gopay lebih kuat di segmen masyarakat menengah bawah, Ovo di segmen menengah-atas (didorong oleh kolaborasi Ovo dengan Grab dan Tokopedia) 

• Pemain lain harus berkompetisi dengan memberikan promo untuk konsumsi dan transfer. 

Gopay dan Ovo masih mendominasi digital payments RI

Sumber: Fintech Report 2020, Daily Social 

E-Commerce with the Largest Gross Transaction Value/GMV in Southeast 
Asia (2023)

Digital Ecosystem (4/5)
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Digital transition mendorong perusahaan perbankan tradisional dan Big Tech untuk meluncurkan 
digital banking arm

2016 2017 2018 2019 2020 2021 2022

by

by

by

by

by

by

by

by

by

by

by
Catatan:

Aplikasi Bank Neo Commerce diluncurkan pada Maret 2021

Perusahaan teknologi mulai meluas 

ke sektor bank digital

Timeline of Bank Launch

Digital Ecosystem (5/5)
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Facing Challenges with Agility and Adaptability
In facing multi-dimensional challenges, agility and adaptability are needed to continue to

grow competitively.

World-Scale Challenges Indonesia’s Banking Challenges

Macroeconomic 

Vulnerability

Globalization

Industry 4.0

ESG

Agenda

Geopolitics 

Dynamic

Pandemic & 

Environment

Issue

Source: Kementerian BUMN

Regulatory 

Compliance

ESG

Implementation

Technology 

Disruption

Tapping 

Unbankable

Increasing 

Competition

Changing

Business

Model
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Fintech is starting to take over banking business in several countries one by one

Deposit 
holder

E-money 
issuer

Payment 
service 

provider

Agent 
network 
manager

Channel 
provider

Bank

MNO

MNO MNO

3rd party

Bank Bank

3rd party

MNO

Bank Bank Bank Bank

3rd party

MNO

MNO
Fintech 
players

Potential 
emerging model

Example 
markets

Indonesia
Nigeria
Kenya

India Uganda Uganda
Indonesia

Nigeria

Pakistan Indonesia
Kenya

Tanzania

MNO: Mobile Network Operators

Fintech take over Banking Business
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5 Critical Capabilities to Accelerate Winning in Disruptive Market 
Landscape

Source: Bank BRI

Agile 

Governance

(Culture)

Data-driven 

Organization

(Culture)

Scalable, Reliable & 

secured Technology 

(Resources)

Open Innovation 

Ecosystem

(Resources)

Customer 

centric mindset

(Talent)



In the Future… Every Company Will Be a Fintech Company

User Interface

Fraud

Regulatory

Data

Payments

Core Systems

License

The  

Banking Stacks

Borrow & Buy

As-a-Service
Banking Stacks

Brand Brand

Ecosystem

100+ startups,  

fintechs, companies

Bank-as-a-service

40+ universal APIs

Banks

Licensed & regulated  

banking back-ends

Source: LifeatSREDA

Source: Angela Strange, Andreessen Horowitz

Dulu sulit dan mahal untuk mulai 

mengembangkan produk digital, 

apalagi layanan keuangan…

Namun tidak lagi dengan 

berkembangnya berbagai layanan 

IT Managed & Cloud Computing & 

platform API.

Digital Banking Strategy (1/4)
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Banking Playbook Evolution: Offensive & Defensive Playbook in Banks

Old Retail

Banks Model

New Retail Banks Model due

to Internet Disruptors

Customers Customers
e-Commerce  

Marketplace

e-Commerce  

platform

Public  

utility  

payments

Marginal  

business

Personal  

loans

Credit  

Cards

Debit  

CardsInvestment

Banca  

assurance

Travel  

Platform

e-Commerce

Digital  

Wallet

Personal  

loans

Ride  

Hailing

Fintech

Credit  

Cards

Debit  

Cards

Basic  

Financial  

Service

Investment

Creating a New Distribution

Channel for Bank

End Customer

Fintech

Financing

Fintech

Saving

Bank

Source: Boston Consulting Group

In the old retail model, customers use banking products & services directly. In digital era, customers are offered

options to consume services from e-Commerce, ride-hailing, travel sites and banking products becoming a basic services, no longer the 

frontline of customers’ first contact. Banks need to embrace banking model of the future: Open Banking.

Digital Banking Strategy (2/4)
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New Skillset

Create New Job 
Description

Train the Existing 
Employees

Hire New Employees 
with New Skills

Smart & Responsible  Digital 

Banking  Services

AI for
hyper-personalization

Enable ecosystem  
collaboration to offer  

digital banking services  
as cross-sector  

experience

Predictive behavior

1. Desain modular bisa memberikan pengalaman 
yang ditargetkan dan dipersonalisasi sepanjang 
siklus hidup pelanggan

2. Integrasikan layanan dan perluas kemampuan, 
hubungkan ekosistem Anda dengan lancar

3. Lakukan peningkatan yang ditargetkan pada 
bagian mana pun dari tumpukan perbankan Anda 
sambil meminimalkan risiko

4. Solusi cloud generasi berikutnya yang dibangun 
berdasarkan pengalaman dunia nyata

Digital Banking Strategy (3/4)

Menjangkau dan Memberikan Solusi pada 

Segmen Paling Kompleks Dengan Big Data & AI

Smart & Responsible



1. Building a digital culture: Leadership Commitment and Vision, Employee Training and Skills 
Improvement, Collaboration and Cross-Functional Teams

2. Improving customer experience: Omni-Channel Banking, Personalization and Targeted Marketing, 
Streamlined Onboarding and Account Opening Processes

3. Ticketless WhatsApp Queue System.
4. Leveraging data and analytics: Data-Driven Decision Making, Predictive Analytics for Customer 

Behavior and Risk Assessment, Fraud Detection and Prevention
5. Revelaging emerging technologies: Ai-Powered Chatbots and Virtual Assistants, Robotic Process 

Automation (RPA), Blockchain Technology for Secure Transactions.
6. Strengthening Cybersecurity Measures: Multi-Factor Authentication and Biometrics, Continuous 

Monitoring and Threat Detection, Data Encryption, and Secure Data Storage.
7. Regulatory and compliance considerations: Privacy and Data Protection Regulations, Compliance 

With Know Your Customer (KYC) and Anti-Money Laundering (AML) Requirements. 
8. Change management and employee resistance: Communicating the Benefits of Digital 

Transformation, Employee Involvement and Engagement in the Transformation Process.

Digital Banking Strategy (4/4)

8 Strategies for Successful Digital Transformation of the Banking Sector

Sumber: Wavetec https://www.wavetec.com/blog/banking/digital-transformation-tips-for-banks/#:~:text=Digital%20transformation%20in%20banking%20refers,and%20manages%20its%20internal%20processes .

https://www.wavetec.com/blog/banking/digital-transformation-tips-for-banks/#:~:text=Digital%20transformation%20in%20banking%20refers,and%20manages%20its%20internal%20processes


terima kasih . . . 
thank you . . .
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