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Abstract

General Background: The rapid expansion of digital banking in Indonesia has driven banks to
develop super apps that integrate financial and lifestyle services. Specific Background: BYOND by
BSI and BALE by BTN represent two major innovations reflecting distinct strategic
orientations—sharia-baseddigitalintegrationandlifestyle-orientedfinancialecosystems.Knowledge
Gap: Despite their rapid adoption, limited comparative studies analyze how these apps differ in user
experience, feature effectiveness, and progress toward becoming full super apps. Aims: This study
aims to compare BYOND and BALE in terms of service features, security, transactional ease, user
satisfaction, and super-app readiness. Results: Findings indicate that BYOND excels in sharia-
integrated services and transactional completeness, while BALE performs strongly in mortgage-
related features and financial lifestyle support. Both applications are perceived as secure, though
concerns over potential data leakage remain. Novelty: This study provides one of the first qualitative
comparative analyses of Indonesia’s emerging banking super apps using user-experience-driven
evidence. Implications: The results suggest that BYOND is closer to achieving super-app maturity,
whereas BALE holds significant potential through ecosystem expansion, offering strategic insights for
digital banking development in Indonesia.

Highlights:

+ BYOND by BSI excels in integrating financial features and sharia services that are close to the
super app concept.

+ BALE by BTN is strong in housing finance and personal financial management services,
especially those related to mortgages.

+ Both applications are considered quite secure and facilitate digital transactions, but there are
still concerns about data leaks and cyber attacks.

Keywords: BYOND by BSI, BALE by BTN, Digital Banking, Super App, Customer Satisfaction, Islamic
Banking
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Introduction

The development of digital technology over the past decade has brought major changes to the banking industry worldwide,
including in Indonesia. Digital banking and mobile banking innovations have become one of the main strategies for banks to
respond to increasingly complex customer needs. Customers now demand faster, more accessible, secure services that are
integrated with their daily activities. The concept of a super app has emerged as the answer to these needs, namely an
integrated application that not only provides basic banking features, but also lifestyle, social, and even spiritual services in a
single digital ecosystem. This is in line with the results of a study Rijal et al. (2025) which states that the digital
transformation of banking is the main key to increasing the competitiveness of banks in the era of industry 4.0, especially in
terms of ease of transactions, security, and customer satisfaction [1].

Indonesia has two major banks, Bank Syariah Indonesia (BSI) and Bank Tabungan Negara (BTN), which have launched their
own super apps to strengthen their position in the digital banking competition. BSI presents BYOND by BSI, which replaces
the BSI Mobile app. This application not only functions as a financial transaction service, but also integrates more than 130
features covering transfers, financing, savings, sharia investments, as well as social and spiritual features such as zakat,
infaq, waqf, prayer schedules, and a digital Al-Qur'an [2]. The presence of BYOND is part of BSI's strategy to assert its
identity as a modern Islamic bank that continues to prioritize Islamic principles, while also responding to the digital lifestyle
needs of the community.

Bank Tabungan Negara launched Bale by BTN in February 2025 as part of its digital transformation. Bale by BTN offers a
wider range of services than its previous app, from banking transactions, account opening, e-deposits, to credit applications
and investment management. Interestingly, this application also combines lifestyle services such as a marketplace, national
and local merchant promotions, and cashback features, making it more relevant to the needs of the younger generation and
urban communities [3]. BTN data shows that within three months of its launch, Bale by BTN has been used by more than 2.5
million active customers, indicating a high level of adoption in the market.

The urgency to conduct a comparative study between BYOND by BSI and Bale by BTN. Both are super banking apps, but
they have different focuses and characteristics in line with the vision of each bank. BYOND by BSI emphasizes the
integration of sharia and spiritual values into its digital ecosystem, so that in addition to providing modern financial services,
this application also offers social and religious features such as zakat, infaq, waqf, prayer schedules, and a digital Al-Qur'an.
This strategy is important because the majority of Indonesians are Muslim, so combining financial services with spirituality
can increase customer trust and loyalty [4].

Bale by BTN is more oriented towards digital innovation and lifestyle. This application integrates traditional banking
services with non-financial features that are relevant to the needs of urban communities and the younger generation, such
as marketplaces, merchant promotions, cashback, and investment management. This is in line with the adoption of super
apps among Generation Z, which is greatly influenced by factors such as perceived usefulness and lifestyle compatibility.
Thus, Bale by BTN is positioned not merely as a transaction app, but as a lifestyle app that is integrated into the daily lives
of its users.

Research conducted by Amanda et al. (2025) highlights customer satisfaction with BYOND by BSI, focusing on service
quality and security [5]. The results of the study show that data security and ease of transaction are the aspects that most
influence customer satisfaction levels. This confirms that the transformation from BSI Mobile to BYOND by BSI has
succeeded in improving users' positive perceptions, although there are still challenges in terms of customers' digital literacy
in utilizing all available features.

Research on Bale by BTN is still relatively new, considering that this application was launched in February 2025. One study
conducted by Christopher et al. (2022) tested the acceptance of the Bale application using the Technology Acceptance
Model (TAM) framework [6]. The results show that the factors of perceived usefulness and perceived ease of use have a
significant influence on Generation Z's intention to use Bale by BTN. This is in line with BTN's strategy of targeting young
people through the integration of financial services and digital lifestyles. In addition, BTN's internal report states that Bale
by BTN was able to reach more than 2.5 million active users within three months of its launch. This shows the public's
enthusiasm for BTN's digital banking innovation, although academic research examining its impact on customer satisfaction
and loyalty is still limited.

BYOND by BSI has a key strength in its differentiation based on sharia values and spirituality, which not only provides
financial transaction features, but also religious services such as zakat, infaq, prayer schedules, and digital Al-Qur'an. This
gives it a unique identity while increasing the loyalty of Muslim customers, who are the majority in Indonesia [7].
Additionally, BYOND successfully recorded more than 3 million active users in just the first two months of its launch,
demonstrating high public enthusiasm. Bale by BTN stands out with its digital lifestyle orientation. The app offers both
financial and non-financial features such as a marketplace, merchant promotions, and integration with BTN's property
services. This strategy aligns with the needs of millennials and Gen Z who desire multifunctional lifestyle-based apps [8]. In
its first three months, Bale also recorded 2.5 million active users, signaling a positive market response.

The weaknesses of BYOND by BSI lie in technical aspects, such as complaints about application stability, system errors, and
the complexity of migrating from BSI Mobile to BYOND [9]. In addition, there are still challenges in digital literacy among
some sharia customers, so that not all features can be utilized optimally. On the other hand, Bale by BTN faces obstacles
because it is still relatively new, so its system has not been fully tested in terms of data security and server capacity. Sharia-
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based features are also not yet prominent, making it less relevant for Muslim customers who are looking for services in
accordance with Islamic principles. This could be a limitation when compared to the BYOND application, which is more
rooted in sharia principles.

Both applications have great potential because the trend of digital banking in Indonesia continues to grow. According to
Bank Indonesia, more than 80% of financial transactions are now conducted through digital channels, especially by the
younger generation [10]. BYOND can expand its market by attracting the non-sharia segment, which still needs
comprehensive digital banking services, while Bale has the opportunity to strengthen its advantages through integration
with the digital property ecosystem, in line with BTN's core business in the housing sector. Additionally, both BYOND and
Bale can leverage collaborations with fintech, e-commerce, and lifestyle platforms to enhance user engagement. A study by
Kim et al. (2025) confirms that the adoption of super apps increases significantly when there is synergy with other digital
ecosystems, such as marketplaces or payment platforms [11].

The biggest threat to both applications is fierce competition from other banking super apps such as Livin' by Mandiri,
BRImo, Jago, and BCA Mobile. These applications already have a large user base, more proven system stability, and a strong
reputation in the market [12]. In addition, data security risks are also a major challenge, given the increasing number of
data leaks and cyber attacks in the digital finance sector. Regulations from the OJK and Bank Indonesia regarding digital
security, customer data protection, and compliance with sharia principles (for BSI) can also be external factors that
influence application development strategies. If they are unable to meet customer expectations in terms of speed, security,
and user experience, both applications have the potential to lose user trust.

Methods

This study uses a descriptive qualitative approach with the aim of gaining an in-depth understanding of the phenomenon of
using the BYOND by BSI and BALE by BTN digital banking applications from the users' perspective [13]. A qualitative
approach was chosen because it is able to explore the meanings, perceptions, and experiences of users in a real context
without the intervention of quantitative variables. According to Creswell and Poth (2016), descriptive qualitative research
focuses on the researcher's efforts to understand phenomena based on the participants' views using narratives and in-depth
interpretations [14]. With this approach, the research is expected to comprehensively describe the advantages,
disadvantages, and characteristics of the two digital banking applications.

The type of research used is qualitative comparative study, which compares two research objects based on certain aspects
that have been determined in advance [15]. In this study, comparisons were made in terms of service features, data security,
ease of transactions, satisfaction levels, and potential for development towards the superapp concept. The main objective of
the comparative study was to identify the differences and similarities between the two applications so that the strategic
position of each bank in facing the digital transformation of banking in Indonesia could be determined.

The research data sources consist of primary and secondary data. Primary data was obtained through in-depth interviews
with three respondents who are active customers of Bank Syariah Indonesia (BSI) and Bank Tabungan Negara (BTN), who
have been using the BYOND and BALE applications for at least three months. Respondents were selected using purposive
sampling, which is the deliberate selection of informants based on criteria relevant to the research topic [16]. Meanwhile,
secondary data was obtained from various sources such as scientific journals, financial institution reports, official news
articles, and internal bank documents discussing digital banking transformation.

Data collection techniques were carried out through semi-structured interviews, documentation, and literature studies. Semi-
structured interviews were used to allow flexibility in exploring respondents' in-depth views regarding their experiences
using digital banking applications. Each interview was recorded and transcribed verbatim to maintain data authenticity [17].
Documentation techniques were used to obtain supporting secondary data, such as application usage reports, previous
research articles, and statistical data from the Financial Services Authority (OJK) and Bank Indonesia.

Data analysis was conducted using the Miles and Huberman method, which consists of three main stages: data reduction,
data presentation, and conclusion drawing or verification [18]. In the data reduction stage, researchers selected and
simplified interview data according to analysis categories such as favorite features, data security, feature benefits, user
satisfaction, and superapp level. Next, the data was presented in the form of narratives, tables, and visualizations of the
Nvivo analysis results to facilitate understanding of the patterns of relationships between themes. The final stage was
drawing conclusions inductively based on the results of the interpretation of all the processed data.

To maintain data validity and reliability, the researchers applied source and method triangulation techniques. Source
triangulation was done by comparing interview data between respondents, while method triangulation was done by
comparing interview results with documentation data and scientific literature. In addition, a member checking process was
also carried out by asking respondents to review the interview transcripts to ensure the accuracy of the meaning. This effort
aims to improve data validity and avoid researcher interpretation bias in the analysis process.

With this approach, this research is expected to provide an objective and in-depth description of the effectiveness and
development strategies of superapp banking between BYOND by BSI and BALE by BTN. The research results are expected
to be a reference for banks in improving the quality of digital services and strengthening customer loyalty in the era of
digital financial transformation. This comparative approach can also serve as a basis for future research to explore the
relationship between the level of adoption of digital banking technology and customer satisfaction in the Islamic and
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conventional banking sectors.

Results and Discussion
A. Results

1. The Concept of Super Apps in Banking

The development of digital banking is no longer limited to providing basic services such as transfers, payments, or mobile
credit purchases, but has evolved into an ecosystem of applications that can meet almost all user needs. This phenomenon is
known as a super app, which is a digital application that integrates various financial and non-financial services into one
integrated platform. According to Andriani (2023), the advantage of a super app lies in its ability to create customer
stickiness, a condition in which users tend to continue using the application because almost all of their needs, both financial
transactions and lifestyle, can be met without having to switch to another application [19]. Thus, super apps have become an
important strategy for banks to maintain customer loyalty in the face of increasingly fierce digital competition.

BYOND by BSI emphasizes differentiation through the integration of sharia values and spirituality in its digital services. In
addition to providing standard banking features such as transfers, top-ups, and payments, BYOND is equipped with sharia-
based services, such as zakat, infaq, prayer schedules, and a digital Al-Qur'an. This shows that BSI is not only focused on
financial transactions, but also strives to strengthen its identity as a sharia bank that is able to provide a spiritual experience
for Muslim customers in the digital age [20]. With this approach, BSI hopes to build emotional and spiritual closeness with
its customers, which in turn will increase loyalty.

Bale by BTN emphasizes the integration of digital banking with people's lifestyle needs. In addition to basic banking
features, Bale is equipped with additional services such as a marketplace, merchant promotions, entertainment features,
and integration with BTN's flagship products, namely Home Ownership Credit (KPR) and the property ecosystem. This
strategy reflects BTN's focus on reaching millennials and Generation Z, who tend to have consumptive lifestyles, are
digitally savvy, and are beginning to think about their housing needs [21]. Through Bale, BTN is positioning itself not only as
a financial service provider but also as a lifestyle partner that is relevant to the daily lives of the younger generation.

Bale by BTN comes with a broader approach through the integration of banking services with the lifestyle of modern society,
especially millennials and Generation Z. In addition to basic banking functions, Bale is equipped with marketplace features,
merchant promotions, entertainment services, and direct integration with BTN's flagship products, namely Home Ownership
Credit (KPR) and the property ecosystem [8]. Thus, this application is not merely a means of transaction, but also functions
as a digital lifestyle platform that integrates financial, consumptive, and residential needs into one ecosystem.

2. Stakeholder Theory

Stakeholder theory was first introduced by Freeman (1984) in his work Strategic Management: A Stakeholder Approach.
The essence of this theory is that the success of an organization depends not only on its ability to generate profits, but also
on its ability to manage relationships with stakeholders. Stakeholders are defined as any individual, group, or institution that
can influence or be influenced by the achievement of organizational goals [22]. Thus, organizations are no longer solely
oriented towards shareholders, but must also consider the interests of various other parties.

In the context of digital banking, stakeholder theory has significant relevance. The presence of super apps such as BYOND
by BSI and Bale by BTN is not only a business instrument oriented towards transaction efficiency, but also a means to meet
the interests of various stakeholders. For customers, the application must provide fast, secure, easily accessible services
that are tailored to specific needs, whether sharia-based or lifestyle-oriented [23]. For regulators such as OJK and Bank
Indonesia, digital banking applications must meet data security standards, legal compliance, and support the stability of the
national financial system [24]. Meanwhile, for the wider community, the development of digital applications is expected to
increase financial inclusion and provide social benefits, especially in reaching groups that previously did not have access to
banking services.

The difference in strategy between BYOND by BSI and Bale by BTN can be understood through the perspective of these
stakeholders. BYOND by BSI comes with prominent sharia-based features such as zakat, infaq, prayer schedules, and a
digital Al-Qur'an. This strategy is designed to meet the expectations of Muslim stakeholders who desire sharia compliance
and spirituality in financial services [5]. In contrast, Bale by BTN emphasizes the integration of financial services with
modern lifestyles, such as marketplaces, merchant promotions, and integration with the property ecosystem. This reflects
BTN's efforts to respond to the needs of stakeholders from the millennial and Gen Z generations, who tend to value
flexibility, speed, and the relevance of banking services to consumptive activities and property needs [25].

3. SWOT Analysis
a. Strengths
BYOND by BSI has strengths in its sharia-based service differentiation. Features such as zakat, infaq, prayer schedules, and

digital Al-Qur'an make it unique compared to conventional banking applications. These advantages reinforce BSI's
positioning as the largest sharia bank in Indonesia and increase the trust of Muslim customers [26]. Meanwhile, Bale by BTN

ISSN 2714-7444 (online), https://acopen.umsida.ac.id, published by Universitas Muhammadiyah Sidoarjo
Copyright © Author(s). This is an open-access article distributed under the terms of the Creative Commons Attribution License (CC BY).
9/16



https://portal.issn.org/resource/ISSN/2714-7444
https://acopen.umsida.ac.id/
https://umsida.ac.id/

Academia Open

Vol. 10 No. 2 (2025): December
DOI: 10.21070/acopen.10.2025.12871

has strengths in its integration of the property ecosystem and lifestyle services. As a bank focused on the housing sector,
Bale makes it easier for customers to access mortgage services, marketplaces, and various merchant promotions. This
provides added value for the young urban generation who want financial and consumptive solutions in one application [21].

b. Weaknesses

Although BYOND offers religious features, the application is still relatively new and faces challenges in terms of system
stability, user experience, and customer digital literacy. Limited digital banking education among traditional Muslim
communities can also be an obstacle [27]. Meanwhile, Bale by BTN faces weaknesses in terms of user penetration. As a new
player in the super app arena, Bale still has to compete with other major digital banking applications, including BYOND,
BCA Mobile, and BRImo. The integration of too many non-financial services also risks blurring the focus of core banking
services [21].

c. Opportunities

The development of digital technology has changed the behavior of Indonesians in accessing banking services. The OJK
(2024) report notes that digital banking transactions have shown significant growth from year to year, with the main drivers
coming from millennials and Gen Z who are familiar with technology. This change opens up huge opportunities for banks
that are able to provide practical, fast, secure, and relevant app-based services for everyday needs. In this context, both
BYOND by BSI and Bale by BTN have vast room for growth.

Both applications have great potential as digital banking adoption increases in Indonesia. Data from the Financial Services
Authority (OJK, 2024) shows that digital banking transactions have grown significantly, driven by millennials and Gen Z.
BYOND has the opportunity to strengthen the huge Muslim market in Indonesia, given that 87% of Indonesia's population is
Muslim. Meanwhile, Bale can capitalize on the digital lifestyle trend and the increasing demand for housing, especially with
the government's support for home ownership [28].

d. Threats

The main threat faced by both applications is fierce competition with other established digital banking applications, such as
Livin' by Mandiri, BCA Mobile, and BRImo. High customer expectations regarding data security are also a serious challenge,
given the prevalence of digital data leaks in Indonesia [29]. In addition, regulatory dynamics, digital literacy issues, and
potential user dissatisfaction with bugs or system failures can reduce customer loyalty. For BYOND, another risk is that if
sharia features are not managed properly, it could lead to criticism from clerics or the Muslim community. Meanwhile, Bale
must be wary of the potential failure to build a lifestyle ecosystem that is truly relevant to customer needs.

e. Respondent Interview Results
Based on an interview with Mr. Ahmad Fajar, a 29-year-old private sector employee, it was found that he is an active
customer of Bank Syariah Indonesia (BSI) and Bank Tabungan Negara (BTN). He started using the BYOND app in December

2024 and then started using the BALE app in May 2025. The following is a transcript of the interview data.

Table 1. Transcript of Interview with Mr. Ahmad Fajar

1. How satisfied are you with the BYOND | ¢ BYOND Respondent

by BSI / BALE by BTN app, especia!ly “I am quite satisfied because, in addition to being able to make transfers
in terms of the ease of daily and payments, there are features for zakat, infaq, and prayer schedules. So
transactions? it's not just financial transactions, but also supports spiritual needs.

However, sometimes the app feels a bit slow during peak hours.”

e Bale Respondent
“BALE is simpler; I like its lightweight and uncomplicated interface. For
BTN Sharia mortgages, the app is very helpful in monitoring installments.
However, it doesn't offer as many financial services as BYOND.”

2.  What features do you use most oftenin | ¢ BYOND Respondent

the app? “I use the e-wallet top-up and interbank transfer features most often,
because I need to make online transactions almost every day. I also use the
zakat menu during Ramadan.”

e Bale Respondent
“I use the installment monitoring and mortgage payment features most
often, because those are my main needs as a BTN Syariah customer.”
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3. Do these features truly meet your daily
transaction needs? Can you provide
examples?

BYOND Respondent

“Yes, it's very helpful. For example, I often shop online, so topping up my
e-wallet is very quick. The zakat menu also makes it easier for me to make
donations without having to go to a branch office.”

Bale Respondent

“Yes, it’s very helpful. For example, when my installment is due, I can
immediately check the amount of the bill and pay it without having to go
to the bank teller. The process is faster and more practical because
everything can be done from the app. In addition, there is a payment
history that I can monitor so that I can more easily control my monthly
installment obligations. This makes me feel more at ease and not worried
about being late with my payments.”

4. So far, what has been your experience
regarding data and transaction security
in the BYOND and BALE apps?

BYOND Respondent

"When it comes to security, I feel quite safe because of the OTP and
biometric verification such as fingerprints or face ID. It makes me feel
more at ease when making transactions, especially large ones. However,
sometimes there are problems with the OTP, such as SMS messages
arriving late or not arriving at all. This is a little annoying, especially when
I need to make a quick transaction. Additionally, I think it would be better
if there were additional options like real-time notifications in the app or
confirmation emails, so there would be a double layer of security. Even so,
overall I feel that this app provides sufficient protection for my data and
transaction security."

Bale Respondent

“BALE is relatively secure, because there is a security layer in the form of a
password and PIN that must be entered every time you log in. In addition,
there is also an additional verification feature that is quite helpful in
maintaining transaction security. However, I still feel a little worried about
the potential for data leaks, especially since I often read news about cases
of banking app hacking. This concern arises because even though the app
provides protection, there is still the possibility of security breaches from
external parties. It would be more reassuring if the bank provided more
intensive information about their security system, for example, with
notifications about system updates or education on how to protect
customer personal data."

5. In your opinion, can this app be
considered a superapp? What is still
lacking?

BYOND Respondent

“BYOND is already heading towards becoming a superapp because it
provides various financial features and sharia-based services, such as
zakat, infaq, and wagqf. This makes the app more valuable than just a
regular banking app. However, in my opinion, it still lacks integration with
other services such as transportation, marketplaces, or lifestyle. If these
features are added, BYOND could be more competitive and truly become a
superapp that integrates users' financial and daily needs."

Bale Respondent

“BALE cannot yet be called a superapp because so far its main focus is still
on mortgage financing services and basic banking features. Even so, the
app is quite helpful for BTN customers who want to access mortgage
information or services quickly. If BTN adds non-banking services such as
transportation payments, online shopping, or integration with lifestyle
platforms, it has great potential to develop into a superapp that can
compete with other banking apps.”

Based on an interview with Ms. Siti Rahmawati, a 30-year-old entrepreneur who owns an online store, it is known that she is
an active customer of Bank Syariah Indonesia (BSI) and Bank Tabungan Negara (BTN). She started using the BYOND app in

February 2025 and the BALE app in March 2025. The following is a transcript of the interview data.

Table 2. Transcript of Interview with Ms. Siti Rahmawati

1.

How satisfied are you with the BYOND
by BSI / BALE by BTN app, especially in
terms of the ease of daily transactions?

BYOND Respondent

"I am quite satisfied with both applications because they really simplify my
daily financial activities. For the BYOND by BSI application, I think the
display is modern and the navigation is easy to understand, even for users
who are not very familiar with banking technology. Transaction processes
such as interbank transfers, electricity bill payments, PDAM, and e-wallet
top-ups can be done quickly without any significant obstacles. Additionally,
the transaction notifications that appear immediately make me feel more
secure and confident that each transaction has been successful.”

Bale Respondent

“As for BALE by BTN, I find the app very helpful, especially for BTN
customers who have home financing products. Through BALE, I can clearly
see the installment details, remaining tenor, and payment schedule, so I am
never late in paying my installments. The login process is also quite easy,
and the app rarely experiences errors."
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What features do you use most often in
the app?

BYOND Respondent

"In the BYOND by BSI app, the features I use most often are e-wallet top-
ups, interbank transfers, and online zakat and infaq services. These three
features are very helpful because I make digital transactions quite often
every day. For example, I use e-wallet top-ups for transportation and online
shopping, so I don't need to switch to another app. The interbank transfer
feature is also very practical because the process is fast and rarely
experiences disruptions. Meanwhile, the online zakat and infaq features
make it easier for me to fulfill my religious obligations without having to go
directly to the zakat institution.”

Bale Respondent

“As for the BALE by BTN app, I most often use the mortgage installment
check, account mutation, and electricity and water bill payment features.
These features make it easier for me to monitor my personal finances,
especially when it comes to home financing. Through BALE, I can see real-
time installment details, including the remaining principal and tenor to be
paid. This helps me manage my monthly expenses more effectively. Overall,
the features available in both apps greatly support my daily financial
activities.”

Do these features truly meet your daily
transaction needs? Can you provide
examples?

BYOND Respondent

"Yes, these features are very helpful in meeting my daily transaction needs.
For example, when I have to pay my electricity and water bills and top up
my e-wallet, I don't have to bother going to an ATM or opening another
marketplace. Through the BYOND by BSI app, all transactions can be done
in seconds. Not only is it fast, but the app also provides instant notifications
after a successful transaction, so I can confirm that the money has been sent
without having to wait long. Features like this are very helpful, especially
amid my busy work schedule, because I can make transactions anytime and
anywhere.”

Bale Respondent

“Meanwhile, the BALE by BTN app has also been very helpful, especially for
monitoring and paying my mortgage (KPR) installments. Previously, I had
to visit the branch office in person to check my remaining installments, but
now I can see everything through the app. I can easily find out the
installment amount, remaining tenor, and payment due date. Additionally,
the installment payment process through BALE is fast and rarely
experiences disruptions. This allows me to manage my monthly finances
more efficiently and avoid late payments. Overall, both apps have made my
financial activities more efficient, practical, and secure.”

So far, what has been your experience
regarding data and transaction security
in the BYOND and BALE apps?

BYOND and Bale Respondent

"So far, I feel safe and comfortable using both applications, because I have
never experienced any serious problems or suspicious transactions. Every
time I make a transaction on BYOND by BSI or BALE by BTN, there is
always a layer of security such as a PIN, OTP (One Time Password), and
biometric verification that must be entered before the transaction is
processed. This gives me peace of mind because only registered users can
access the account. In addition, every transaction activity is immediately
confirmed through notifications and a transparent transaction history, so I
can monitor all fund movements in real time. I also see that the security
system in both apps is quite strict in detecting unusual activity. For example,
if you log in from a new device, you will be asked to perform additional
verification. However, I did notice that the BYOND app sometimes runs a bit
slow or experiences long loading times during peak hours, especially at the
end of the month when many people are making transactions. But this is
still tolerable because it does not compromise transaction security. Overall, I
rate the data and transaction security on both apps as very good and
reliable, and in line with applicable digital banking security standards.”

Meln your opinion, can this app be
considered a superapp? What is still
lacking?

BYOND Respondent

“In my opinion, the BYOND by BSI app is close to the concept of a superapp
because its features are quite diverse, not only for financial transactions
such as transfers and payments, but also covering aspects of worship such as
zakat, infaq, waqf, prayer schedules, and the digital Al-Qur'an. This makes
BYOND not only practical but also relevant for users who want both
transaction convenience and a spiritual experience in one platform.”

Bale Respondent

“Meanwhile, BALE by BTN also has great potential to become a superapp,
especially for customers with mortgage products. However, BALE still needs
development, such as the addition of investment, insurance, financial
education features, and integration with e-commerce or digital wallets. Both
applications will be more optimal if equipped with real-time chat services
with customer service, bill reminder notifications, and a more personalized
dashboard display. With these improvements, BYOND and BALE have the
opportunity to become complete, secure, and user-friendly banking
superapps.”
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Based on an interview with Mr. Ahmad Fauzan, a 32-year-old civil servant, it is known that he is an active customer of Bank
Syariah Indonesia (BSI) and Bank Tabungan Negara (BTN). He started using the BYOND app in December 2024 and started
using the BALE app in April 2025.. The following is a transcript of the interview data.

Table 3. Transcript of Interview with Mr. Ahmad Fauzan

How satisfied are you with the BYOND
by BSI / BALE by BTN app, especially in
terms of the ease of daily transactions?

"Overall, I am quite satisfied with both apps because they simplify my financial
transactions. I find the BYOND by BSI app attractive and easy to navigate,
allowing me to quickly carry out various transactions such as transfers, mobile
credit purchases, and bill payments. Meanwhile, I find BTN's BALE app quite
helpful in monitoring my accounts and mortgage payments. Both apps make my
financial activities much more practical compared to having to visit a branch
office."

What features do you use most often in
the app?

“At BYOND, I most often use the interbank transfer feature, monthly bill
payment, and e-wallet balance top-up. I use these features almost every day to
support my business, especially when making payments to suppliers or customers.
Meanwhile, at BALE, I most often use the balance check, account transaction
history, and mortgage payment features. These features help me monitor my
personal finances with ease.”

Do these features truly meet your daily
transaction needs? Can you provide
examples?

"It's very helpful. For example, when I have to make payments to several vendors,
I can do it directly from the BYOND app without having to open my laptop or go
to the bank. The process is fast and can be done anytime. For personal needs, I
also often pay my electricity and water bills directly from the app. Meanwhile, at
BALE, I feel helped because I can see the details of my monthly mortgage
payments clearly. I don't have to wait for physical reports from the bank; all the
data is available in the app."

So far, what has been your experience
regarding data and transaction security
on the BYOND and BALE apps?

“While using both apps, I have never encountered any security issues. The login
process and transactions that require PIN and OTP verification make me feel
secure. In addition, every transaction always triggers a notification, so I can

immediately know if there is any activity in my account. However, sometimes the
BYOND app is a bit slow when the internet connection is unstable, and BALE
occasionally needs updates to maintain smooth performance. However, in terms
of security, I have sufficient confidence in the systems implemented by both
banks."

“In my opinion, BYOND by BSI is already moving towards the concept of a
superapp, because its features are not only focused on financial transactions, but
also provide sharia services such as zakat, infaq, and prayer schedule information.
However, it can still be improved by adding investment or sharia marketplace
features. As for BALE by BTN, the application is still simple and is more
appropriately described as a supporting application for financing services. To
become a superapp, BALE needs to add more extensive features, such as
payments for various household needs, chat services with customer service, and
financial education for customers. This way, customers will use the application
more often for various needs, not just to check their installments.”

5. In your opinion, can this app be
considered a superapp? What is still
lacking?

B. Discussion

Based on the results of word frequency analysis, the words that appear most frequently are application, respondents,
features, transactions, BYOND, and payments. These results indicate that most respondents focus primarily on their
experience using digital banking applications, particularly in relation to the ease and functionality of transaction and
payment features on the BYOND by BSI application. The dominance of the words “features,” “transactions,” and ‘payments’
indicates that users place greater emphasis on the core functionality of the application, namely the ease of conducting daily
financial transactions. In addition, the high frequency of the word “respondents” confirms that this study is user-centered,
where user opinions and experiences form the basis for assessing the quality of digital banking services. This reinforces the
relevance of this research, as the aspects assessed by respondents are in line with the variables to be compared, namely
feature effectiveness, transaction convenience, and digital service quality. Thus, these word frequency results show that the
focus of respondents' discussions is closely related to the objectives of the comparative study. This finding is an important
basis for comparing the performance and quality of core features between BYOND by BSI and Bale by BTN, particularly in
terms of meeting the needs of fast, easy, and practical digital transactions for users.
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Figure 1. Word Frequency Results.

Mobile banking applications are now widely used by the public because they offer features that facilitate transactions. The
image shows the results of a comparative analysis between BYOND by BSI and Bale by BTN based on coded interview data.
The analysis structure was built systematically through several main categories, namely Favorite Features, Data Security,
Feature Benefits, Satisfaction Level, and Superapp Level. Each category was applied to both applications to see the
similarities, differences, and advantages perceived by respondents. The image illustrates the comparative analysis structure
between the BYOND by BSI and BALE by BTN applications, which was developed through the process of coding interview
results. This analysis focuses on five main aspects, namely Favorite Features, Data Security, Feature Benefits, Satisfaction
Level, and Superapp Level. Each aspect is analyzed for both applications in order to obtain a clear understanding of the
advantages, disadvantages, and user experience in using these digital banking services. The left side of the diagram shows
the categories for BALE by BTN, while the right side shows the categories for BYOND by BSI. Each category is linked to
codes derived from the statements of three respondents: Ahmad Fajar, Ahmad Fauzan, and Siti Rahmawati.

This shows that all respondents contributed their views on every aspect analyzed, resulting in rich and comprehensive data.
In terms of Favorite Features, it appears that BALE users tend to utilize features related to housing finance, such as
installment checks and mortgage payments. Meanwhile, BYOND respondents highlighted transaction features and ease of
payment. In terms of Data Security, all respondents agreed that both applications are equipped with adequate security
layers such as PINs, OTPs, and biometrics, although there are still concerns regarding potential data leaks and digital
security. In the Feature Benefits and Satisfaction Level categories, respondents felt that both applications have helped
simplify their daily financial transactions. However, satisfaction levels tend to be influenced by application performance
factors, with BYOND being rated as occasionally slow when the internet connection is unstable, while BALE requires regular
system updates to remain optimal. In terms of Superapp Level, it appears that BYOND is considered closer to the superapp
concept because it offers more diverse services, while BALE is still focused on core banking services.
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Figure 2. Output Results of Nvivo Comparison Between BYOND and Bale.
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Conclusions

This study concludes that BYOND by BSI and Bale by BTN both facilitate digital transactions for customers. BYOND by BSI
is superior in terms of feature completeness and is closer to the superapp concept, as it combines financial services and
sharia-based features. Meanwhile, Bale by BTN is stronger in services related to housing finance (mortgages), personal
finance management, such as checking installments, account transfers, and practical installment payments. In terms of data
and transaction security, both applications are considered quite secure as they have implemented verification layers such as
PIN, OTP, and biometrics. However, some respondents still have concerns about the potential risks of data leaks and cyber
attacks, so both need to improve transparency, education, and awareness regarding digital security for customers.

Based on satisfaction levels, respondents showed positive appreciation for both applications, as both were able to make
transactions faster, more practical, effective, and efficient. However, there were several notes for improvement, such as the
stability of the BYOND system during peak hours and the need for system updates on Bale to maintain optimal application
performance. Overall, this study concludes that BYOND is closer to the concept of a sharia banking superapp, while Bale is
still in the process of strengthening its digital ecosystem and has the potential to become a superapp in the future, especially
if it expands its non-financial features and lifestyle service integration. Both applications have great opportunities for growth
in line with the increasing adoption of digital banking in Indonesia.
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