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Abstract. This paper describes how the Service Blueprint method can be used to
improve the business process of Sharia account opening in PT Bank Syariah XYZ. In this
era of connectivity and digitalization, customers do not want to be faced with the
complicated process, including a process in account opening. By using the Service
Blueprint method, we can sort out which activities provide non-value added, identify
potential service failures and risk of excessive wait. This paper proposes a new service
design that can eliminate non-valued added activities, reduce the number of service
failures and reduce cycle time, so it can increase productivity and customer satisfaction.
By using qualitative and quantitative research methods through indepth interview with
Bank Officials and survey to 403 repondents, it can be known which activities are
bottlenecks and potentially lead to service failure. Based on this, the authors propose a
new service design using digitalization with regard to customer preferences in opening
accounts. Beside reducing time delivery in opening account, this new design also has an
impact on cost reduction.

Keywords: Business Process Improvement, Service, Service Blueprint, Service Design,
Value-Added, Fail Point, Excessive Wait, Redesign.

1 Introduction

Internet 4.0 era raises a new phenomenon towards changes in consumer behavior. The
digital revolution is one of the most significant influences on consumer behavior [1]. Today's
consumers create consumer space by dictating companies with products and services that can
be accessed anytime, anywhere and through any devices. The products and services have
changed from product-centric to customer-centric. Consumers also have high buying power and
become very demanding. They want services that are fast, easy, simple and inexpensive,
including in financial services.

Indonesian consumers have unique characteristics that are different from other countries.
Although globalization and digitalization influence the values, behavior, and aspirations of
Indonesian consumers, local Islamic values remain dominant influencing their mindset, attitude
and patterns of action. This is a natural thing because 87.13% of Indonesia's population is
Muslim [2]. Most of the Indonesian Muslim population is in the middle class. The growth of
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middle class Muslims has created a new phenomenon by moving the Muslim market in
Indonesia. One thing that interesting about this phenomenon is that Islamic values become a
driving factor for Indonesian Muslim consumers in deciding purchases and influencing their
buying and consumption behavior. However, segmentation of these communities when viewed
from the indicators of preference and ownership of financial products is still based on things
that are ego-centric and rational. They prioritize the functional side and the benefits of the
banking products/services itself, rather than the emotional side. In this era of digitalization and
connectivity, customers do not want to be faced with a complicated process. They want a
simple way to open an account.

Based on MRI (2018), opening a Sharia savings account at Bank Syariah XYZ spent 36
minutes 14 seconds, while time to open a savings account in the banking industry was 25
minutes [3]. Thus, the delivery time to open a savings account in Bank Syariah XYZ is still
longer than the industry's delivery time. Bank Syariah XYZ needs to improve business process
in the process of opening a savings account so that it becomes more effective and efficient.
According to that, the research in this paper has the objectives to identify account opening
activities, review business process existing for opening a Sharia savings account (current state),
propose a new business process for opening a Sharia savings account (future state), and identify
gap analysis between business process current state and business process future state.

This paper presents the Service Blueprint method as a powerful tool for understanding,
documenting, analyzing, and improving the service process. The Service Blueprint method
can be one of the simplest ways to analyse problems visually as well as to detail other parts of
a process or an entire process. It enhances the process of customer’s encounter, identifies
bottlenecks, unnecessary deeds, delays and duplications, assists in eliminating non-value
added protocols, and reduces the intricacy of the process. It’s very helpful for detailing
business processes and getting a clear understanding of how and why the process works as it
should.

The paper proceeds as follows. In section 2, literature review related to this research is
explored. Then, the methodology is presented in section 3. Data and result is studied
in section 4. The final section 5 concludes the paper.

2 Literature Review

[3] Propose a Business Process Improvement (BPI) framework as a tool to trigger an
appropriate response to market changes and / or customer needs that develop very dynamically
[4]. This framework also serves as a guide to fixing the main problems and inefficiencies
faced in today's business environment. The framework is divided into 3 (three) stages, namely:
1. Specify

This stage provides the basis for planning and implementing BPI. At this stage an

analysis of the company's internal and external business environment is carried out.
2. Analyze

Analysis must be carried out to evaluate the potential impact of each feasible alternative

BPI, and choose the BPI alternative that produces a significant impact on a broad scope of

the entire organization (scope-wise and time-wise). This means ensuring that the chosen

BPI approach will produce positive results that affect the entire organization, and expand

not only in the short term, but also maintained in the long term.
3. Monitor



The monitoring phase is a test of whether the desired goals and planned results have been
realized. Monitoring must be carried out continuously. This requires full attention and
includes detailed follow-up of all aspects needed to ensure effective implementation and
control. The monitoring phase is influenced by various factors in each execution step,
including problems related to labor, financial aspects, and intangible drivers of business
performance, such as organizational culture, behavioral norms, and work climate.

The BPI framework stages can be illustrated as follows:

I. SPECIFY
a) From the ‘Inside-Out’:

. Internal Inefficiencies

1
|
v

e  Problem(s) Faced
e Root Cause of each Problem & Pertinent Pathways
b) From the ‘Outside-In’:
e Changes in Market Conditions and/or Customer Requirements
e Needed Response to those Changes
c) The Desired Goals and Outcomes: Based on a) & b) above

d) Feasible BPI Alteratives to be able to achieve ¢) above

i

a) The potential impact of each BPI alternative

II. ANALYZE

b) Select those resulting in significant & widespread impact scope-wise, and time-wise.
c) Assure compliance with all success factors of pertinent BPI approaches used.

d) Avoid Empirical Failure causes for each BPI tool used.

e) Assure that the selected BPI approach meets the goals and outcomes as specified in

stage I. ¢) above.

i

III. MONITOR

Monitor implementation closely to assure effective performance by the right three R’s,

i.e., the Right:

"""""""-'"""T'"" Feedback "======="==77mmmmmmommmmmmmoes

a) Readiness = before the fact

b) Response = during execution

c) Resilience > after the fact

Figure. 1. Framework Business Process Improvement

When we talk about service, then we talk about an experience that viewed from a
customer's perspective. Whereas from an organizational perspective, service is a process that
must be designed and managed to process architecture in creating the desired customer
experience [4] [5]. Service is a very important thing for a company because service can
provide Dbenefits for the company, service can provide loyal -customers/team
members/colleagues, and provide efficiency to the company. Service creates value for
customers. Therefore, service is an attitude to survive and win competition in the future.

To design services that satisfy customers and are operationally efficient, marketers and
operations specialists need to work together, and Service Blueprint can provide the same
perspective and language for the various departments involved. Service Blueprint helps
identify and reduce service failure points and provides important insights for redesigning the
service process.



[5] ilustrated Service Blueprint as follows [6]:

Physical aspects that are clearly visible and

Physical Evidence support all activities of service processes

The entire process that the customer goes

Customer actions through from the beginning to the end

Line of interaction

Onstage contact
Employee actions

Line of visibility

All activities carried out by a staff and
visible to customers. This activity must
follow a series of processes that are
passed by the customer.

o o
BN EEE

Backstage contact

@ Employee actions

Line of internal interaction

Support processes —_=

Beginning meeesssssssssssssssss——————)  End

All activities carried out by a staff but not
directly seen by the customers.

All other activities carried out for
support all of the above processes.

Figure. 2. Service Blueprint

In the era industrial 4.0, changes in technology, customer needs, new service offerings, and
even applicable provisions make the existing service process inefficient or irrelevant. Changes
in the external environment make the existing service processes obsolete, and thus, require
redesign of the service process, or even create a new process so that the company remains
relevant and responsive to customer needs. In addition, increasingly weak internal processes,
increasing bureaucracy or lack of standardization of services, are considered in redesigning the
service process or creating new processes that are more relevant to meet customer needs. [4]
state that there are symptoms that indicate the service process when is not functioning
properly and needs to be redesigned. These symptoms consist of requiring a lot of information
exchange but the available data is useless; a high ratio of checking or control activities to
value-adding activities; increased in the processing of exceptions; and growing numbers of
customer complaints about inconvenient and unnecessary procedures [5].

Companies that will redesign service processes must look for opportunities to achieve a
quantum leap in productivity and service quality at the same time. [4] stated that redesign
efforts usually focus on achieving the following 4 (four) main objectives, and ideally, redesign
efforts must reach all four of them simultaneously [5], namely: reducing the number of service
failures; reducing the cycle time from customer initiation on service process until the
completion of the process; increased productivity; and increase customer satisfaction.

3 Methodology

This research is intended to identify account opening activities, then review the current
business process of opening a Sharia savings account (current state). Thus activities that do
not provide non-value added, which have potential service failures (fail points), and have a
risk of excessive wait during the process of opening a Sharia savings account can be
identified. After that, it provides recommendations on the new business process for opening a
Sharia savings account, which is more effective and efficient, so that time delivery for opening
a Sharia savings account is the same as time delivery for opening a savings account in the
banking industry. It is expected that the future state of business process can create a fast and
modern service experience (value creation) to customers.



This study uses 2 (two) approaches, namely quantitative and qualitative methods.
Quantitative methods are used to answer the research hypothesis, while qualitative methods
are used to define, analyze, and translate certain phenomena in depth [6]. The methodology in
this research uses the framework as follows:

Problem Statement
Research Obijctives

Data Collection
—
! 1 Phasel
Primary Data Secondary Data
(Interviews and surveys are conductedto find Renorts ans ot r'y et
out the current business process and the ¢ Ep(D s anb h ublical \odns D' etermine
importance of each activities in the business customer behavior and preferences)
process of opening savings account) |
Data Apalysis
Internal Evironment Analysis Eksternal Evironment Analysis
(Productivity of account opening is low and on tomer beh. Phase Il
time delivery of opening a sharia savings (Changing in customer behaviour)
accountis long than time delivery of account
opening in the banking industry

Service Blueprint

[

‘ Conclusion & Recommendation ‘

STOP

Figure. 3. Conceptual Framework

Review current business process of
account opening using Service
Blueprint
Phase III
Redesigning service process using

From the Figure 3 above, this research is divided into 3 (three) stages, namely:

* Phasel

At this stage, problems in the business process of opening a Sharia Savings account were
identified through interviews. Interviews were conducted by in-depth interview with 7 (seven)
Bank officers who became Subject Matter Experts (SMEs) involved in managerial and
operational activites in opening Sharia savings account. The interview was conducted so that
the author knew the fail points and bottlenecks that were felt from the side of the Bank and
also the level of importance of each account opening activity. A questionnaire was also
created and distributed to 403 customers of XYZ Syariah Bank to identify customer problems
and preferences in the process of opening a Sharia savings account. The tendency of these
customers to be identified through surveys is then used to analyze business activities in the
account opening process based on value-added, non-value added, necessary but non-value
added.

e Phase Il

Data collected from interviews and surveys are used to analyze and map business process
activities for opening savings account based on added value. From these data, it can be seen
that account opening activities that are important for the Bank and the customer (value-added),



important for the Bank (necessary but nonvalue-added), important for customers (necessary
but nonvalue-added), not important for the Bank and customers (non-value added). Then from
primary and secondary data can be used to analyze internal and external environmental
conditions. From the analysis of the internal environment, it is known that the productivity of
opening account at Bank Syariah XYZ is low and the time delivery of account opening is
longer than the average time of opening an account in the banking industry. Whereas from the
analysis of the external environment, it is known that there is a change in consumer behavior
that affects consumer preferences in getting a product / service. The results of the analysis are
used as the basis for preparing a business strategy by using the service blueprint method and
formulating (or developing) new business processes that are in accordance with the needs and
desires of the customer.

* Phase Il

Analysis of the internal and external environment is then further translated into business
strategies using the service blueprint. From the results of the service blueprint design, the new
business process of opening Sharia savings account (future state) can be formulated to
eliminate non-value added activities, minimize potential service failures and risk of excessive
wait. In addition to providing a business process for opening Sharia savings account that is
easier and faster, the proposed business process is expected to provide wow experience to the
customers of Bank Syariah XYZ. So that the customers of Bank Syariah XYZ not only
become loyal customers but become customers who can provide advocacy to prospective
customers.

4 Data and Result

Based on the results of interviews with SMEs, there are 46 account opening activities in
the business process of opening Sharia savings account. Out of the 46 account opening
activities, the author mapped into 29 main activities in the current business process of opening
accounts. Then author review the business process for opening the existing account.

Based on the level of importance, there are 22 activities that are important for the Bank
and customers, 1 (one) activity is an unimportant activity for the Bank and the customer,
namely waiting for the queue at the Teller for the initial deposit, and 6 (six) activities that are
not important activities for the Bank but important for the customer, namely the arrival of the
customer to the Branch, waiting for the account opening queue, asking the customer queue
number, giving the passbook to the customer, assisting the customer in the Mobile Banking
opening process on the customer's device and submitting the deposit slip to the customer to
make an initial deposit to the Teller. From the level of importance of each account opening
activity, a mapping is based on the value-added of each of these activities. The results of the
mapping are as follows:

1. Value-added activities are 22 activities.

2. Non-value added activity is 1 (one) activity, namely: waiting for the queue at the Teller for
the initial deposit.

3. Necessary but nonvalue-added activities are 6 (six) activities, namely: the arrival of the
customer to the Branch, waiting for the account opening queue, asking the customer queue
number, giving the passbook to the customer, assisting the customer in the Mobile
Banking opening process on the customer's device and submitting the deposit slip to the



customer to make an initial deposit to the Teller.

Of the 29 opening activities of Sharia Savings accounts, there are 17 activities that have
potential fail points and 12 activities that have the potential risk of excessive wait. Based on
the results of a review of the business process of opening the Sharia savings account, the
authors propose redesigning an effective and efficient account opening business process by
eliminating non-value added or waste and rework activities, and ecliminating fail points
activities and minimizing the risk of excessive wait. By transferring activities in the account
opening process that can be carried out by the customer outside the business process of
opening a Sharia Savings account at the Branch, making the business process of opening
Sharia savings account faster. The activities such as filling out forms, collecting and inputting
customer data, sharia education, product feature information, e-banking demos and activation
of Mobile Banking can be done by customers themselves outside the business process of
opening a Sharia savings account in the Branch. Including initial deposit activities that can be
done via transfer or cash on Customer Service (CS), so customers do not need to move to the
Teller to make an initial deposit. In addition, with the notification of queuing time, customers
do not have to wait for the queue in the account opening process at the Branch. Customers can
do other activities outside the Branch while waiting for their turn in the process of opening the
Sharia Savings account. The proposed redesign of the business process of opening the Sharia
savings account shortened service time from 38 minutes 52 seconds to 7 minutes 47
seconds.The proposed redesign of the business process for opening a Sharia Savings account
can be seen as follow:

Website

]
= ll ==

__ Line of interaction

ONSTAGE {
Asking the Customer to

g
Provide information fill out the Account e~

Technology | Employee

ACTIONS
Provxdmg Choosing the
Greetings / Directing to related to product Opening Application
Welcomeon - Shars . olicaton - Saie . faisadcods e Fomchooecoung Ay Exyation
the Website education > Shari; mclud.\ngc bankmg services, and choose of
banking needed e +7 Business Day

Account Statement

Line of visibility S—

BACKSTAGE
ACTIONS

Line of internal interaction S -

v ) Online chat
Online chat Online chat Online chat Ot cig Online chat et Website
system aEna Ssytem

system system system

Bank Office Queue Machine
EVIDENCE

CUSTOMER
ACTIONS
Line of inter

Greetings and directing
the Customer to the
Queving Machine

'%\
ployee

T:chnolog Emplo:

¥y

ONSTAGE

ACTIONS =
Queue Machine Ask the Customer to Send notifications via

displays transaction input the HP number and SMS/ Emil/ Whatshpp
apions (ohe  —————» eservationcode (e —————_ relied 0 nfomaionon —» h
e i) ¢ nd tie athppifiic meie
the Teller) for opening an account) engh of he quee. me is 5 minu
4

|
Press the § minute
BACKSTAGE { buton for e et

Send notifications via
SMS / Email

Line

quese on
Applkcatonon C Cs

t

Quene Machine and Queve Application and
e Ry SMS/Email SMS/Email WhatsApp

SUPPORTING
WhatsApp



Cusomer Service (CS) Desk.

EVIDENCE ‘
CUSTOMER ‘ ‘ B
ACTIONS ‘ v
T
Lacof intoadion ] - CSicforms thathe
s T s €5 anfims S requests S pints custamer € cuoduas ot oot o
£ e :a- A,l:mar " Fsu—n u::-:; N .p:i.n.ua A lﬂ-iﬂ::g" :‘:"?u ‘u | [
I3  crsomer custoner Socamerts customer services by pressing | sefvices ! o
— " L) L e Supervisor Py
ACTIONS 2 \ 1 1
H TheBrmck
& Maibeipian :
Liseof ishli quenemumber 4o e Duoit isirte
- 1 .
Press the Next Ensure the data on
e Queue butica Tt e Ensurc that the - : ey
mceior frac Thdmsk . S e L
BC. Opeaing System Delapil e
‘ ‘ \ N f
N Quene . Acot Opesiz
T } Lo e ewwe  EEE gmam Semre
Time Delivery : I } } I {
00.01.23 00.01.32 00.02.14
TVIDENCE ‘ Customer Service (C9 Desk Security
CUSTOMER
ACTIONS ‘
Lk tendicn I
3
2 o CSagstic Ot bl €S ecived et S ghstrmecion S hdgsthe Cusarer. The secwity sid
2 S ghesaAT cxdand e $ ik e bt ;_‘_w Sakte sy
2 (€ » el deposit. The il » Intaldepestscn e ok (S ——— —— omakea? N iy AT ——— 5 » ek youmd
ot | 5 T kg e e e s s s
ACTIONS |
] Theystan scudsanaccont.
H e it
£ m-:hlﬂ:
E Cotcnets
Lied sty © u‘h
BACKSTAGE ‘ Gieitiast
ACTIONS ‘ o
Lol e ikndica ’ \
SUPPORTING ‘ Acooe e M'lsiul;pm m;l;;m DoAY

FROCESSES ‘ 5@

Time Delivery l | |—|
| 00,0223 | 00.00.15

Figure. 4. Redesign Business Process of Opening Sharia Savings Account

5 Conclusion and Recommendation

5.1 Conclusion

By using the new business process of opening account (future state), the resulting differences

are as follows:
1. The service time for opening a Sharia savings account is faster, which is 7 minutes 47

seconds.
2. Bank does not need to provide printed items, such as Account Opening Application Form

and queue numbers, because they use e-forms (paperless), thereby reducing the cost of
printing forms.



3. Bank only uses one system for opening accounts and activating e-banking services, where
the system is an in-house development, thereby reducing license fees for core banking usage.
4. CS and Teller become more comfortable in doing their work because they don't see long
queues in the process of opening accounts and initial deposits.

5. A fast and convenient process, so it is expected that customers can easily and comfortably
carry out the process of opening a Sharia savings account.

6. It is expected that branch productivity in opening accounts will increase.

5.2 Management Implications

With the new business process of opening a Sharia savings account, it will have an impact
both tangible and intagible. The impacts given tangibly are as follows:

1. Changes to paper use for forms and queue numbers to be paperless.

2. Changes in a more seamless and comfortable Branch layout, making customers more
comfortable in making transactions.

3. Changes from the use of 4 (four) systems in the business process of opening an account
into 1 (one) system.

4. Cost reduction from printing account opening Form and core banking usage license fees.
While the impact given intangible is as follows:

1. Providing a sense of comfort in work because CS and Teller did not see a long queue.

2. Providing a sense of comfort to customers in making transactions because of the speed and
convenience of the services provided.

5.3 Recommendation

The recommendation that can be given to Bank Syariah XYZ, Regulators and Academics are
as follows:
1. Bank Syariah XYZ

a. Developing a new design for business process of opening accounts (future state) so
that the opening of a Sharia savings account becomes more effective and efficient.

b. Reframing the beliefs of the image of Bank Syariah XYZ, so that the vision of being
the Leading and Modern Islamic Bank is embedded in the minds of the people.

c. Monitoring the performance of the new business process design for opening account.

d. Disseminating and marketing communication to the public related to Islamic banking
and sharia products so that people become more familiar with Islamic banking
products.

e. Continuous improvement is related to the business process of opening Sharia savings
accounts and banking transactions.

2. Regulators

a. Improve Islamic banking literacy and inclusion.

b. Conducting an introduction and socialization to the public regarding Islamic Banking
and sharia products.

c. Providing incentives to Islamic Banks in carrying out literacy and inclusion regarding
Islamic products to the public.

d. Supporting Islamic Banking in penetrating the market with incentives for provisions
that make it easier for people to access Islamic Banking.

e. Synergize with the Ministry of Home Affairs to cleanse Electronic KTP data so that
bank can easily access data and use the data as Customer Due Diligence (CDD) to



customers.
3. Academics
a. Developing this research so that people can easily access and open accounts easily and
quickly.
b. Conduct research to develop literacy and penetration of Islamic Banking to the public.
c. Develop research to understand the unique customer behavior of the Indonesian people
who mostly are Muslims.
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