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Scope & Objectives

This study covers discussions related to the digital banking industry

and digital banks in Indonesia.

The data in this report was taken from two social media channels,
namely Twitter and Facebook, which were harvested via Isentia’s

social media proprietary tools..
The monitoring period of this study is from November 1 to 31, 2021.

This study aims to identify the relevant trends and innovations in
digital banking that banks in Indonesia have carried out and how
netizens responded to the same. Furthermore, this study also

intends to pinpoint how Isentia can help brands from the relevant

industries use insights to further their communication objectives.
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Testing the Waters

From November 1 to November 30, mentions of ‘digital bank’
reached almost 3k buzz on Facebook and Twitter alone. Some
brands of digital banks appeared among the dominant word

clusters, namely Neo Bank, Bank Jago, and LINE Bank.

ASE]

Strategi + Bisnis
@strategi_Bisnis

Blu by BCA Digital vs Livin' by Mandiri ini akan jadi
perang digital yg menentukan masa depan mereka.

BCA Digital kelihatannya mau habis2an merebut pasar
bank digital masa depan. Livin' jg tak mau kalah.

Bank Jago by Gojek akan jadi kuda hitam yg siap
menyalip di tikungan.

4w 83 <2 500K« 42k B3] W
views 47 me Rated for 3+ © Downloa 14K reviews 87 M8 Roted for 3¢ © Downlo

About this app b About this app
Mulai Lanakahmu Financial made smoler with Livin by Mandicl, Your

10:03 AM - Nov 17, 2021 - Twitter for Android

299 Retweets 57 Quote Tweets 603 Likes

The buzz peak was spotted
on November 17, driven by a
thread from @Strategi_Bisnis
— a Twitter account with
more than 232k followers.
The thread reviewed the
prospect and competition

between digital banks.
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The Big Fish in the Pond

In line with the brands that appeared in the generic buzz
about 'digital bank’, the top three digital banks that
gathered the highest generic mention throughout
November 2021 were Bank Neo Commerce, LINE Bank,

and Bank Jago.

— 531 The buzz about Bank Neo Commerce was driven by

netizens promoting the bank and inviting others to open

362

an account in the bank. Besides, the rights issue plan of

Bank Neo Commerce also contributed to the buzz.

1 : 2 3 4 i 5 ~ Jenius from BTPN and blu by BCA Digital completed the
blu top 5 by occupying the fourth and fifth place, respectively,

BC ®LuUNEBank o Jago ©) Jenius
bank neo commerce in terms of volume of generic mention.
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T Pornaiie An Inevitable Transformation

OJK sudah menggelar karpet merah perkembangan
bank digital di Indonesia

The development of digital banks was not as fast as snapping our fingers. It needed years of

adjustment. The Research Director of the Center of Reform on Economics (CORE)

Indonesia, Piter Abdullah Redjalam, said that all banks would eventually transform into
digital banks. According to him, the transformation was no longer an option. Several
indicators showed massive changes taking place in society, like the community's lifestyle in

renilaron meeting their needs. Pieter assessed that people now rely on smartphones to meet their

Semua akan Menjadi Bank Digital pada Waktunya
OJK sudah menggelar karpet merah perkembangan bank digital di Indonesia

daily needs, starting from buying food, transportation, investment, and banking services.

5.25 AM - 1 Nov 2021 - roltweet

B O Similarly, the government also welcomes the emergence of digital banks, as the Financial

Dirsktur Risst Centerof Reformian Economics (CORE) Services Authority (OJK) supports the development of digital banks in Indonesia through

Indonesia Piter Abdullah Redjalam menyebutkan
bahwa seluruh bank akan bertransformasi menjadi

bank digital. regulations. The Chief Executive of Banking Supervision of the OJK, Heru Kristiyana, stated

that digital banking was no longer about readiness but was imperative for banks to keep

Kompas Ekonomi
e ® @KompasEkonomi

growing and developing.
10 Tahun Lagi, Seluruh Bank Diproyeksi Jadi Bank
Digital

@isentia ISENTIA ID Trendspotting Study - FROM INVASION TO INNOVATION: The Rise of Digital Banking




@ Simpenan Pejabat ™

@BanyuSadewa

Terima kasih, LINE Bank, Bank Jago, blu by BCA
Digital, DBS Digibank, SeaBank, TMRW, NeoBank @

Translate Tweet

BANKTURUNKEZ500,

3 B i
GW UDAH GRATIS
DARI DARI DULU

12:00 PM - Oct 26, 2021 - Hootsuite Inc.

142 Retweets 20 Quote Tweets 623 Likes
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The Invasion Begins

Influencer Banyu Sadewa posted a meme on Twitter indicating he had been transferring
money to various banks with no transfer fee all this time. Banyu wrote he was thankful
for different digital banks such as LINE Bank, Bank Jago and blu by BCA Digital.

Transfer fees became one of the biggest complaints in interbank transactions. The extra
IDR 2,500 made people reluctant to transfer money to others with different bank accounts.
Not to mention, some also resorted to opening accounts in various banks. While this had

helped them avoid the transfer fee, dealing with multiple cards and mobile apps turned out

to be a pain for them too.
With the emergence of digital banks, people can now transfer money to any bank account

with no transfer fee, causing digital banks’ popularity to skyrocket in such a short

amount of time.

ISENTIA ID Trendspotting Study - FROM INVASION TO INNOVATION: The Rise of Digital Banking




4 " rahasia boekan
/  @couoUmild

Replying to @git_ting

Line Bank.. full gratis biaya admin, gratis transfer ke
bank lain

Translate Tweet

8:25 AM - Nov 14, 2021 - Twitter for Android

#  Randomthoughts
«==* @Randomt61609964

Replying to @BanyuSadewa

My thoughts exactly...harusnya mah gretongan aja
yak...masi kurang apa itu fee based income-nya dr
biaya admin bulanan?..hehehe...

Transiate Tweet

4:22 AM - Oct 27, 2021 - Twitter for Android

@eleanorvillalon
Replying to @BanyuSadewa

dbs masih terbaik. kirim uang ke indo kaga bayar, tiap
bulan kaga ngada tuh biaya admin macem jenius,
malah dapet interest.

Transiate Tweet

1:21 PM - Oct 26, 2021 - Twitter Web App

. Tsukimi +
’ d
Q’ @ekhanurulh
Replying to @trytonotbucin @txtdarionishop and @bankneocommerce

Mending pake bank Jago kak, gratis transfer antar
bank, trus isi saldo gopay ga ada biaya admin

Translate Tweet

11:52 PM - Nov 10, 2021 - Twitter for Android
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More Bang for Your Buck

Many tweets were mainly from netizens who shared their pleasant experience using digital banking
products. Meanwhile, some other netizens got their interest piqued as they inquired about digital
banking products. Looking at the high engagement gained by Banyu Sadewa'’s tweet with more than
600 likes and 150 retweets, alongside the considerable volume of his followers with more than 174k,

more people would be even more aware of digital banking.

Though it was posted in late October, the tweet still gathered engagements by mid-November. This
reflects people’s interest and relatability in the financial benefits of digital banking, especially how

crucial free administration fees and free transfer fees are for customers.
The post could boost the brand awareness of digital banks such as LINE Bank, Bank Jago, and blu by

BCA, which were mentioned in the buzz. If the benefits they offer meet people’s expectations, it is a free

positive publication for them, and they may attract more potential customers. I
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7% angel @putriangelsO7 - Nov 2
Everybody Loves Free Fees WP o o
Benefit blu yg utama bebas transfer biaya admin ke semua bank! Selain itu

isi Gopay sama OVO tdk dikenakan admin!

While mostly garnering praises, some digital banks were not

recommended by netizens. In one lengthy reply section in Banyu . R —
Replying to @BanyuSadewa
Sadewa'’s tweet, netizens shared tips to avoid another administration ‘S”"”“Me““"e’at‘e"ya ; .
1 ) (2]
fee by not putting much money on their account. . R @bingsojung - Oct 27
aku anak permata me ! hehe
O ) Q1 &
It was a response to one digital bank that required customers to pay D et permera e Exta v semsek skl Kok PR @
. . . . . . O = v &
an administration fee if their balance went over a certain amount. P
- @bugisinezia - Oct
o ) . Q ada mininal saldonya biar ga kena admin sebesar 1j
Despite Bank Indonesia’s plan to cut down interbank transfer fees Z 1 o o o _
from IDR 6,500 to IDR 2,500, some people still think it is a . .-
aranya selaiudi O in
deal-breaker. © t © o
cWoi @auliaam; - Oct 27
/ oalah pantes, saldoku O mulu soalnya
@4 AL V] &
No one wanted to spend more money than the amount they wanted elhiar it
L . . . . Q wkwk hrus O yah caranya,enakan d sea bank kak bunga cair tiap hari §
to transfer. Digital banks came as a solution and immediately gained o1 . 0 &

traction. However, like traditional banks, there is fierce competition
among digital banks, so it is vital to understand what the customers

love to win the competition.
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® .. Spread the Word for a Prize

Replying to @tegarahardirsan

Nih kode referral gue pake aja pas buka (gratis saldo

25k) P NEOBANK - DTC3A2 @crofflecious - 25 Nov
v — Many digital banks, such as Bank Neo Commerce, Bank Jago, e =
H i ki bank j bro 10 tab dalam 1 . . . o 2s e .
e e LERnEAmEEam and blu by BCA Digital allow their existing customers to invite ot S I——
Bedanya, kalo bank jago ada batas transaksi gratis . .
tarik tunak di ATM. new customers using referral code and offer free credits or A C«)zma A -
Sedangkan kalo BCA digital bida bebas tarik tunai di [ X U B
seluruh ATM BCA. bonus as the incentive for the existing customers. aa B - B
Translate Tweet

) NEO BANK REFERRAL: DZBAL2 #

@ubemyfuture gEg:nA:ll: l,%eEFERRAL: DZBAL2 #

Customers of Bank Neo Commerce were seen sharing

Replying to @collegemenfess Cuan punyaku di Neo Bank nambah guys huhu Aku

baru hari ini register di Neo Bank. Yang mau daftar

Gue pakai aplikasi neo bank digital nder. Tanpa undang | - gcreenshots of their total balance as the proofs of the financial jangan lupa pekal korie referrl akii DZBAL? yas, kslo

temen juga masih bisa dapet saldo setiap harinya, mau DM nanya2 juga boleh kok. Free nanti aku jelasin

apalagi klo daftar pake kode referral 11 DZBAL2 Il sih, . . Ls =]
—] lumayan dapet saldo tanpa diundi. Gue seminggu benefit they got from using the referral code. This kind of e - —
%2 | dapet 450kan Alhamdulillah. DM gue aja kalau mau . . i
G . i el program encourages people to ‘voluntarily’ recommend the [ o
Replying to @A Translate Tweet
dafer Ak jage dil mas abel, sinipake rereral Ki brands to others and gave a boost of brand awareness. Total Seldo © Rp84,822.83 >
Xixixii
Translate ] ) Koko . L . X Jasa datagntry
* Btauiaiiaan Just like free administration and transfer fee, the credit offered . SIS
Siapa mau duit 25k? ) . Kode referal blu digital banking bca
Caranya buka rekening di BANK BLU DIGITAL BY BCA. by referral program is another example of how financial CHRISUAIT
Nanti pake kode referral aku. Btw yg bisa dapet . .
cashback kalau make kode referral khusus karyawan benefits can serve as an effective marketing method. Pakai biar dapat 25k yal
BCA aja ya. Aku karyawan BCA. Kalau mau, bisa DM.
#zonauang #zonaabu #zonaba #zonajajan yg amanah Syarat minimal top up 250k terlebih dahulu Purple
ya. Makasih*4 heartPurple heartGrowing heartGrowing heart
fEnsingvest 11.02 AM - 26 Nov 2021 - Twitter Web App
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Your Personal Organizer

With a variety of digital banks, people nowadays are more aware of what particular benefit they are looking for from a bank, other than the

financial benefits. Some offer exclusive features that are unique and that make their brands stand out.

For example, Bank Jago and blu by BCA Digital offered ‘saving pockets’ where people could categorize their savings into several pockets
and make them more financially organized. Other than that, the two digital banks also offered a well-organized e-statement to make their

customers' life easier. The ‘pockets’ and tidy e-statement are things that netizens or users appreciate.

dRiyani \  Adli
@wndr31 @Adli_ HM

Replying to @semestanna and @adriansyahyasin E-Statements Bank Jago ini...... Rapih dan mendetail ‘ —
5 s . S . uyamiki_
; s s ; sekali ya. Setidaknya jelas ini kantong apa, dari mana,
Plusnya bisa bikin banyak pocket, cetak 3kartu masih ¥ b Eap _ , ;
notes dkk. Replying to @bloncugal @txtdarionlshop and @JeniusConnect

gratis, jadi enak beda tujuan beda pocket, gada biaya _
adm juga N Kalau kebutuhannya untuk kantong2, bank jago atau

blu bisa kak. Soalnya kyknya sama kyk aku nih,

Minusnya ya sama kaya jenius, gada bank secara Untuk saat ini belum kecewa kecuali email yang masih “Yimpe“‘”_ ta!)ungan org dan suka jadi bendahara
fisiknyaa belum bisa konfirmasi... dimana2, jadi kebutuhan utamanya kantong2 hehehe

Translate Tweet

Translate Tweet

Semoga tetap sebaik ini setidaknya ke depan...

Translate Tweet

7:39 AM - Nov 23, 2021 - Twitter for Android
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Pull Out the Magic Card

( - ) Sherina Dias @dias_sherina - Nov 5
i =# Kartu debit nya gemoy @ @linebankid adain warna ungu atau coklat dong

- .
mimin %

Anna @umyeoniajii - Nov 8
¥ oo Other than the waived administration fee, one feature of LINE Bank
Biaya Admin X
Desain Kartu [

that was praised by netizens was its unique physical card design.
Netizens seemed to like the design of LINE Bank’s cards. A netizen even
expressed interest in opening a LINE Bank account due to the cute card
design. As trivial as it may seem, the ‘less formal’ look of LINE Bank's

cards becomes one of the digital bank’s essential selling points.

Panggil aja @ddammal2 - Nov 20
pengen buka tabungan digjtal, tapi bingung bagusan yg mana ya?
Line Bank, tertarik karena kartu debitnya lucu

Blu, percaya aja karena satu grup sama BCA jadi ga ragu.

devi @iminhyukie - Nov 2
Kartu jenius ni bisa diganti gak sih. Warna oren terlalu ngejreng buatku

© n V) &

Bingung aku 2

As part of the card design, the choice of colour also matters. One
netizen, who was likely a customer of LINE Bank, requested LINE Bank
to issue cards with specific colours. Likewise, another netizen who

might be a customer of Jenius asked whether Jenius’s card’s colour

could be changed.
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No Tricks, Just Treat

YANG BIGWIN @yangwinners - Nov 22 Suryga and 115 others @mekhanaiii - Nov 17
Replying to @jejeliybae (=)
atau kalo masih bingung bisa pake Blu ini nggak ada kartu debitnya, kalo =~ Buat yg suka bayar2 aplikasi premium, blu by BCA Digital juga masih belum

tarik tunai nggak pake kartu cuma di ATM BCA aja. bisa. Belum ada kartu debit, atau seenggaknya nomor kartu dan cvv/cve yg

mana transaksi buat bayar2 masih sebatas transfer

If LINE Bank has cute card designs, blu by BCA Digital has

no physical card at all. However, customers can still make

kalo Livin ada, nanti jatuhnya kamu bakal jadi nasabh Bank Mandiri. &
Kayaknya kedepannya bakal dirilis kartunya, ngeliat pasar dulu. Mungkin

O 3 0 Q 4 &
cash withdrawals via the ATM of BCA. Thus, blu was often
P asia @pasiamerpati - Nov 28
preferred due to the number of ATMs that it has all over the e e e ™ | 1B o
terjaga & ohiya yg ga pake BCA juga ttp bisa buka tabungan di Blu ini Replying to @JANGANSENTUHAQq

kokk, info selebihnya bisa buka websitenya ajaa

country, considering its parent company BCA is the biggest o -

Ini beda nin, blu by bca ya sendiri bca mobile ya
5 sendiri. Jadi harus punya bca mobile. Terus sih blu ga
ada kartu atm tapi bisa tarik tunai di atm tanpa kartu

Transiate Tweet

private bank in Indonesia. While some liked blu’s cardless

Q1 n Q & 12:30 PM - Nov 15, 2021 - Twitter for iPhone
nature, others saw it as a downside. It looks like there are
still many things that can be explored in the matter of Jenius offers a feature that allows its card to be used for various online
physical cards to help digital banks win more customers. payments that usually require a credit card. This feature seemed to be favoured

by customers as some were asking about other banks with similar features.

Faizal Adrian @314zaul - Nov 28
Nead info guys, layanan yang hampir mirip jenius yang bisa dijadiin kartu

kredit. Jenius dah mulai rampok juga lama lama, ada yang tau??

The existence of physical cards may still stir mixed sentiments

i “ 5 - - / among netizens, but unique card features that unlock more
Replying to @adriansyahyasin . , i Lo
Fomesic Eottla i Bivomendiodiiii: Tinias skl Bank yg kartunya Blss dipakeifayaifninsiutk treats’ are sought. Netizens often recommend digital banks that
@ Tidak punya kartu kredit? Pake Jenius bisa sih so far. fer;nbsyaran pengganti cc? . .
9] o A O o ;::lsmvfe;;ws 2021 - Twitter for iPhone are ahead In thls game
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Bank-Hopping is a Thing... Apparently

Most digital banks have a simple and easy process to open an
account, which is good but also not good. With such ease,
customers are less hesitant to switch to digital banking if any

inconvenience occurs.

Therefore, keeping up with what is trending in the digital banking
industry is essential to keep the brand relevant. Listening to what
people say is also necessary to flag potential crises and act
quickly. It might be as simple as establishing a decent Ul/UX

interface on the apps or offering cashback and discounts over time.

@ Adriansyah Suwarso S.M.S

1..: @adriansuwarso @artfoliosms
Replying to @adriansuwarso and @jeniushelp Replying to @Didiwalker_
Saya masih berharap perbaikan layanan, setidaknya dg

tdk membuat nasabah panik dan repot. Jika tidak, saat Aku malah udh tutup account jenius sjak adminnya yg

Maxi Saver Jatuh Tempo, saatnya berpisah dg layanan ggde dan bunganya maki.n ciu‘s bodiod sk.rg nabung
Bank Digital yg telah menemani saya selama 2 tahun pindah ke reksadana tapi masih mencari bank apa yg
ini. debitnya bisa dipake juga jadi vec huhu

Translate Tweet Translate Tweet

Security issues also greatly affected the loyalty of Jenius’

customers. For Jenius in particular, many customers stopped

using Jenius after the brand implemented a monthly

administration payment called “Feesible Fee”, while many others

still offered free fees. Several netizens were spotted sharing their

experience of losing money from their Jenius account, following a

recent case where several customers lost USD 1 from their Jenius

account for an Amazon Web service they never signed up for.

u1
@alfahreiza

Friendship ended with BCA, now Bank Jago is my best
friend

11:11 AM - Nov 9, 2021 - Twitter Web App

pray 7t
@_moodzwing

auto pindah bank lain 22

sumpah jenius jelek banget.. KECEWA SIHH.. masa
kena hack amazon.. untung aja cuman $1 ga kyk yg lain
ratusan sampe jutaan ribu ‘&

Translate Tweet
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The Next Level: Going Beyond Bank

To prevent customers from switching to digital banks, brands

should go outside the box to keep their customers happy and loyal.

Some digital banks evolved beyond mere banking with their

innovative features or services. Bank Neo Commerce, for example,

created an in-app game where the customers could earn coins to

be exchanged into real money. It excited the customers and

turned them into active users.

Kompas.com @

30 November at 14:55 - @
PT Bank Jago Tbk beberapa waktu lalu resmi melakukan integrasi
layanan dengan dompet digital GoPay.

-

-

KOMPAS

i
MONEY.KOMPAS.COM

Kolaborasi Bank dan Dompet Digital Diharapkan Dongkrak
Inklusi Keuangan

ASE]

Abelano
@abelanol3
Replying to @ezash

baru coba coba kemarin krn lihat ada fitur connect ke
bibit dr Bank Jago. bagus sih ya buat tabungan rutin yg
ga akan di utak atik. returnya lumayan daripada duit
diem di rekening Bank.

Translate Tweet

Bill Tanthowi Jauhari
@JauhariBill

Bank Jago udah bisa auto invest ke bibit, semoga nanti
bisa juga auto zakat dan donasi di @kitabisacom .

Translate Tweet

Bank Jago went beyond bank through collaborations with
other lifestyle/financial apps, such as Gojek and Bibit.
Together, these brands created an ecosystem where users
could enjoy integrated and straightforward transactions. These
brands' ecosystems received positive responses from
netizens because it gave ease of access across apps.

b William Giovanni
§ @KokoGiovanni

Seru juga, bermain Neo World di aplikasi Bank Neo
Commerce.

Kumpulkan koinnya, trus bisa ditukarkan dengan
hadiah: kupon exprience dan ekstra bunga deposito.
Yuk, ikutan juga sekarang!

bit.ly/BNC_Gio

Translate Tweet

= Kupon Diskon -

RP5 rb

Min. deposito RP1 jt

7:55 AM - Nov 2, 2021 - Twitter for Android
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What Isentia Can Do to Help

Social media listening is crucial for digital banks because
both existing customers and potential customers use it to
express their opinions. Their discussions are a valuable
source of insights, and from there, Isentia can assist brands
in analysing what the customers like or dislike and
monitoring what the competitors are doing. Understanding
the customers and the digital banking landscape through
customers' lenses can help brands leverage the right

trends, eventually leading to conversion.

By navigating brands toward the right direction of customers’ needs and desires, Isentia provides opportunities to win more potential
customers and maintain existing customers. The insights from social media listening can flag potential crises and help brands manage

customers’ expectations early on to reduce churn rate.
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What our Insights leaders in Indonesia say?

Christian P. Valencio
Senior Insights Analyst,
Indonesia

Jessica Aditya

Insights Manager, Indonesia

“‘Accelerated by COVID-19 pandemic, the rapid digitization in the “The emergence of digital banks might be a huge disruptor for
banking industry has given birth to digital banks. With no physical traditional banks. But then again, from a customer’s perspective, it
office, digital banks rely heavily on digital channels, including social is the wheels of change for the better as it offers ease of service
media, to interact with customers. Thus, listening to social for them. One important thing to note is that digital banks need to
conversations will give insights necessary for digital banks to refine maintain their service as long as possible to stay afloat as

their strategies.” consistent as traditional banks over the years”
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What our Insights leaders in Indonesia say?

Rikeu Yuliantineu
Insights Analyst, Indonesia

Santi Gusti Handono
Insights Analyst, Indonesia

“The development of digital banking is one of the ways of

conventional banking to keep up with the digitalization. It helps us "Trendy things tend to exist temporarily, but solutions will last

to live our life comfortably. With the tight competition, digital banks longer. Hopefully, digital banks in Indonesia will not only become a
should understand what people want and need. People’s opinions trend but will also continue to grow by offering solutions that can
tend to change along the time, so it's important to make sure that overcome people’s pain points.’

their opinions are heard through social listening.”
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