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Indonesia growing digital banking market

Internet Users” (million),
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Accelerating Indonesia’s digital economy

Indonesia annual GDP growth is at 5.7%. Banking and financial
.- services contribute 6.8% - /.2% to the GDP.

’ Over /27 million digital banking users for top 5 Indonesian banks.

Growing digital banking market: The digital banking market in
Indonesia is projected to grow at a CAGR of 16.3% during the period
2021-2026, driven by the increasing adoption of digital technologies
and the government's push towards a cashless society. (Source: Mordor
Intelligence)

USD 28 billion from e-commerce transactions through e-wallets.

The country's digital payments market is expected to reach USD 60
billion by 2025.

E-Wallets: The total transaction value in the Indonesian e-wallet market

is projected to reach USD 114.4 billion by 2025, growing at a

CAGR of 34.9% during the period 2020-2025. (Source: Mordor
Intelligence)
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Benchmarking top 5 digital banking apps in Indonesia

We shortlisted the 5 operational retail digital banks in Indonesia.

twimbit's analyst team opened real accounts with 5 Indonesian banks
offering retail banking services to evaluate their digital banking app
capabilities in the account opening and transaction processes. The
customer journey comprises a 7-point framework covering 4 CX
banking pillars of success for customer growth and engagement.

We evaluated our banks across 7 parameters and 17 sub-parameters
on a scale of 1 to 5, measuring their responsiveness to increasing
customer expectations.

The objective is to benchmark and identify Indonesia’s top retail
digital banking apps who are building innovative products and
services based on their customer journeys.
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twimbit's digital banking customer-experience framework

Customer experience
milestones

Speed and simplicity

Customer onboarding

Digital experience

Customer engagement

Parameter

° Mobile banking app

Information clarity

Ease of account opening

o Account activation

Debit card features

a Customer Support

Sub-parameter

Ease of locating the app on the play
store/website

Information asked during sign-up/
registration

Number of steps taken to register/
sign-up

Sign-up/ registration time on the app
App and transaction security

e Clarity of process (App)
e Sign-in and app exploration

Document requirements

e Ease of KYC

No. of steps involved in the verification
process (KYC + document verification)

e No. of steps taken to activate bank a/c

Overall account activation time

Ease of applying for debit card
Time taken to activate the virtual card

Modes of support
Customer Redressal - response time

/ CX parameters

' Mobile banking app

Account activation

Intuitive design - Ul/ UX

Customer support
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twimbit CX benchmarks of top 5 digital banking apps in Indonesia

..
More than /2 million customers transact
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through these b digital banks in Indonesia : J
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Deep dive into benchmark scores for «/ Jago
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Jago customer onboarding journey analysis

* Differentiates between login in or create a/c

* Account opening steps:
1. Enter email, phone no. followed by OTP

2. Create password
3. e-KTP photo
ol 4. Personal details and professional details
e e 5. T&c
P — 6. Selfie
e /. Create 6-digit pin and activate fingerprint
' Be in awell-lit area
P — * Personalize virtual debit card
(& Enatlecomers sccss * Easy to navigate well with interactive visualisation and
instructions

* Support - Faqg, tanya jago, call/mail/chat - whatsapp
banking




kyndryl

Jago product stack analysis

p\dd Pocket

pocket for?

Personal
Basic Spending

Flexible pocket for your
everyday purchase

Personal
Giveaway Pocket

Share your money and
greeting cards online

Personal
Locked Pocket

Grow your savings with
up to 5.0% interest p.a.

\

What do you want to use this

Personal

Basic Savings

Flexible savings for your
daily needs

Arisan

Manage Arisan easily with
Request Money and
Raffle Add-ons

K Jago Bibit \

Jago C3bibit

Semua Jadi Jago in
Preparing The Future

Simplify your mutual funds investment
experience with Jago x Bibit

No Admin Fees, No Switching

Apps
@ Say goodbye to Top Up & Selling

Fees in every transaction in the
Bibit app.

Robo Advisor

Robo will help to select the best
mutual funds according to your risk
level in the Bibit app.

he

Routine Automatic Savings

Routine automatic savings with
auto debit for your convenience.

L
_J

View Portfolio through Jago
w Consolidate your finances easily.
View your Bibit investments

directly in the Pockets menu.

New Recipient X

Q Search bank/e-Wallet/bills

Send Money & Top Up
J o} 5
Jago OtherBank  e-Wallet
Mobile
Top Up Data
Bills

@ ® &= [

PLN PLN Internet & TV Mobile

Token Postpaid Postpaid
=] By o)
Credit Card Water Installment

Existing product stack

twimbit

Upgrade the existing stack

Connect to e-money

Cardless cash withdrawal, support
QRIS code

Pay/Send/Request money

Zero forex markup card, Numberless
card,

Jago digital and physical card

Spend analysis

Saving/spending analytics, Goal
setting, A/c aggregation, Square up
change, Portfolio Tracking

Jago saving pockets

Junior Account, Current Account
Joint Account, On demand salary,
upgrade to Salary A/C

Link investment, Jago* Bibit with Robo
advisory

Credit Card, BNPL, Personal Loan, Car
Loan, Home Loan

Tanya Jago/ WhatsApp banking

Embedded Insurance, Life, health,
travel and accident insurance

Al Chatbots, Conversational IVR -
Smartbots
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Deep dive into benchmark scores for

mandiri
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22 Mn+ ~16 Mn+
downloads active users

twimbit

3.67
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Livin customer onboarding journey analysis

- SP— - » Clearly differentiates between login in or create a/c
p N * Provides clear information about the product
A / * Account opening steps:
: HowW.ould You Like to Congrats',YourMandiri 1. e-KTP photo
Receive Your Card? Account is Now Ready!
e 2. Phone no./email followed by OTP
wd it | 3. Create password and PIN
P — 4. Purpose of a/c, current address for card delivery
e [ st 5. Selfie
o 6. Time to activate a/c - 5 minutes
m el Ll oo * To process debit card - initial deposit of min. Rp 50.000
« Time to deliver card - 3-14 business days.
> A * Support - FAQ or contact mandiri call

«
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Livin product stack analysis

> ¢

Garuda  Traveloka
indonesia  Flights

[rew)
® =

Codashop  Kimia
Farma

i D
Train Golf
Tickets Master

Club
7] (%

Insurance  Auto Loan

Find More, Enjoy More

SeeAll

#i Investment

Buy mutual fund and order SBN J‘ o S

only in one app. Easy way to
grow your wealth!

Register Now —>
Surat Berharga Negara

More SBN products come this
year. Stay tuned!

Mutual Fund

Ej‘; Money Market =

D Balance Fund I_

; Index

Investment Insight

LD

i
#3

b

XS

AllProducts >

Fixed Income

Equity

Protected

Food & Beverage

di Ramen Ya!

8 Valid Until

Lifestyle

8 valid untit

Bonus 1Ramen atau Buy 1Get 1

30 Apr 2023

Yuk, Lari Bersama Kami!

28 Feb 2023

Diskon
Tous Le;

"

fﬁa- . w..n..xﬁs\
Find The Promo for You g

8 vaid

L

Dapatkd
Lotte M|

8 vaiiq

Existing product stack

twimbit

Upgrade the existing stack

Connect to e-money

Payment integration

Saving/spending analytics, Goal
setting, A/c aggregation, Square up
change

Zero forex markup card, Numberless
card, Credit card, BNPL

Sukha : one stop integrated platform

WhatsApp banking

Forex transfer : foreign exchange

QRIS payment, Power Cash feature

Junior Account, Current Account
Joint Account, On demand salary,
upgrade to Salary A/C

Mutual fund investment and insight

Personal Loan, Car Loan, Home Loan

Cardless Withdrawal

Portfolio Tracking, Personalised
advisory with robo-advisory

Promos

Life, health, travel and accident
insurance

Al Chatbots, Conversational IVR -
Smartbots




kyndryl

twimbit
©)

Deep dive into benchmark scores for JenIUS

v 4 ® 1230

$faizmikail v ) 8
Jenius
A Berconl Qo

£: Hi, Faiz Mikail
Sehat selalu dan semoga
harimu fund-tastis!

IDR AUD SGD ©)

Saldo Aktif Lihat In & Out >

Ro eoe0eoe @

& Terhubung ke m-Card

Rp3.000.000 \ .
Sfaizmikail o) YV €3] o3
lahkan Transfer Tagih Scan

Insights untuk Kamu

0.

Moneytory >
=3
® & 8 &
Home Wealth Cards Profile

90

Pemasukan Pengeluaran

Rp 10.000.000  Rp 9.000.000

Rp 22.000.000

Dream Saver

Rp 60.000.000
Maxi Saver

T T T 1
—1 1
=11
I I
=1 1 1
I I
*x * k 9

19.1 Mn+
downloads

~4.2 Mn+
active users

4.5

2.5

3.5

3.58
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Jenius customer onboarding journey analysis

* Differentiates between login in or create a/c
i « Account opening steps:

Enter email, phone no. followed by OTP

Create password and PIN

e-KTP photo, KTP details (enter manually)
Personal details and professional details

Create cashtag

Personalize virtual debit card and delivery address
Create password for transactions and PIN for App
login

Verification via SMS and OTP

Video-KYC

1
N, WNE

© ®

Your mobile no.: +6285174153016

* 10 steps for a/c opening

* Takes 5-15 minutes to activate account
CIRI W « Partial information auto-fill

* Average UI/UX

* Support — FAQ/call/chat/email, No Al chatbot
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Jenius product stack analysis

- Existing product stack Upgrade the existing stack

Card Center

Select Save It Connect to e-money Cardless cash withdrawal

CREDIT CARD

Flexi Saver R — Paylater and Flexi Cash -> Flexible Saving/spending analytics, Goal

Allocate money

up to 3 savings . . .
s 5% ¢ Mutual FundProducts O, fund, Online loan of up to IDR 50 setting, A/c aggregation, Square up

— million, Credit card change

Fund Manager

) 14 14 | 14 L 73
=292
Save your money

Foreign exchange (forex) transactions

with Rupiah at Jenius Forex Zero forex markup card

An easier transaction with Jenius Credit

automatically Al Ashmore BNP Mandiri  Sc Card

with interest 2.5% products Paribas

annually to achieve AM Personalize your credit card usage suitable to
your needs.

e e s Payment ey ek

Apply Now

Maxi Saver al Money Market

Maximize your Consist of money market funds with the Learn More . N . .

@ ey i s (owest prce tchsston Savings account in 7 foreign currencies On demand salary, upgrade to Salary

Short-term Bonds (3 a/c opening options) A/C

| e o e ¢ price
\ o 4 =N
Life, health, travel and accident
s Long-term Bonds M UtU al FU nd Prod UCt H
(| consists ot e ncome unds wit g insurance

levels of price fluctuation

Equity

Gonsistof squty unds with a very high i Al Chatbots, Conversational IVR -
level of price fluctuation. Jenlus Moneytory Smartbots
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Deep dive into benchmark scores for Aladin

W=

1T T 1 K
=1 1| BEL
=1 |
=11 |
= 1 ;
— z

BT ok ok ok ks

1.8 Mn+ ~1.1 Mn+
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Aladin customer onboarding journey analysis

f: N * Clearly differentiates between login in or create a/c

ebelum Lanjut Siapkan Yang

Kami Butchkan * Next steps and instructions clearly stated
Email & Nomor Ponsel Aktif Data Diri
D G:;Z:ﬂijmc”/ ooooo ponsel /\/ o \

e-KTP

* Account opening steps:

EX Pastikan kamu mempunyai kartu .

T Email, phone no. followed by OTP

Pastikan data e-KTP sudah benar & nama ditulis (] .
" tanpa gelar. Silakan ubah jika belum sesuai

Internet Stabil
o~

Cek koneksimu terlebih dahulu agar re ate p a S SWO rd

iaf . g . " ( :
proses pendaftaran tidak terganggu =i i Sip, Verifikasi Wajah
NurAriefSPd X Nur Arief f (-] Berhasil

e-KTP photo

Syarat daftar

Auto-filled e-KTP details

ONOOTAWNE

® e ééWINNEF} S C SENDERANTO SINAG. ®
[ et 1208071011940001 ® Se Ifie
g e e s Rrenper o Professional details
TENPAMGJ UAH rSINDARRAYA ® C re ate P I N
ol Activate fingerprint

pendaftaran

» Card delivery address

* No virtual card available
* Support — FAQ/call, no virtual assistance
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Aladin product stack analysis

Existing product stack Upgrade the existing stack

/:/Bsn” \L:\ oo . Cardless withdrawal and _
(Almmi ° deposit/transfer QRIS payment, WhatsApp banking

perpagi intaq

Lokosi Setor Tunci Aladin debit card Saving/spending analytics, Goal
' Yol setting, A/c aggregation, Square up

e N =l il 89% Berbagi untuk kesejahteraan umat Ch a n ge
@ Kamu bisa setor tunai 3x hari ini &

Ala Impian 2494 orang berdonasi 280!

— i gomber i S i Pay bills Forex transfer : foreign exchange
—— —— ” Zero forex markup card, Credit card,
: BNPL

e frasnone » 3 = B Expense management — Dream style

Rp500.000 Rp1.000.000 e Infaq Wakaf Zokat a/C . . .
S Mutual fund investment and insight

(Zm:zomizz; (C] Penyaluran Donasi bulan Januari 2023

arget wakty Rp23.680.931 : i i .
Torget el & Rp23.680931 Infag: Donation to community Junior Account, Current Account

Joint Account, On demand salary,
upgrade to Salary A/C

LI LAt Kebaikan kalian membantu memenuhi:
Yuk isi data di atas dahulu

Dengan indikasi bagi hasil
hingga ekuivalen 3.0% p.a
Lihat detail kalkulasi
\ / \K,.,.,..,m,.‘ vatim Pendidikan om:k/
Saya telah membaca dan setuju dengan
penggunaan rukun & akad Mudharabah Muthlagoh,

Life, health, travel and accident
insurance

ShopeePay — Buy credit

Personal Loan, Car Loan, Home Loan

K ! o ‘ J Al Chatbots, Conversational IVR -
Smartbots
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Deep dive into benchmark scores for TMRW

1T T 1 E
— 2
=1 2
— z
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* Kk ok J Kk sz

1 Mn+ ~3.5 Mn+
downloads active users




kyndryl

TMRW customer onboarding journey analysis

Apa yang harus kamu
siapkan

¥ Selfie
Tunjukkan ekspresi terbaikmu.

eKTP

Bantu kami mengenalmu lebih
dekat

8| \Verifikasi Video
Verifikasi dirimu melalui video
dengan TMRW Agents.

Dokumen Penghasilan
Upload bukti penghasilanmu

untuk mengajukan kartu kredit.

Jangan khawatir jika saat ini
belum ada, kamu bisa upload
nanti.

Selfie

Posisikan wajahmu sesuai frame saat mengambil

foto

Selfie

Kami butuh fotomu sebagai proses
verifikasi. Wajah harus tampak jelas. Ambil
foto di ruangan yang terang dan jangan
gunakan kaca mata hitam, topi, kalung /
anting yang besar.

Hampir selesai!

Yuk, lakukan verifikasi
dengan TMRW Agents

Ga akan lama kok, kurang dari 3
menit saja. TMRW Agents kami
ada pada pukul 07.00 - 24.00

» Differentiates between login in or create a/c
* Next steps and instructions clearly stated

* Account opening steps:
1. Enter email, phone no. followed by OTP
Selfie
e-KTP photo and details
Video-KYC
Card delivery address

Create password and PIN
Video-KYC

© N Ok WN

* Tia, Al chatbot, FAQ, call

twimbit

Upload income proof document (can be done later)
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TMRW product stack analysis

The City of TMRW
where your savings
grow as you play

wll TMRW & 9:41 AM $100% )

X
TMRWiand 2.

*25.000
- -

Save Rp 50.000 more to level up

Stay cashless, scan and
transact with QR Pay

TMRW Everyday
Account
101310 016 6

Available balance Current balance
Rp 7.000.000 Rp 7.000.000

Take control of how and
what you spend on

TMRW Savings
Account
30065

Dec

Here's what you have spent on in

December:
Shopping &
Services

Existing product stack

twimbit

Upgrade the existing stack

Connect to e-money

Cardless cash withdrawal

Payment integration

Zero forex markup card, Numberless
card

TMRW Credit Card, Debit Card,
TMRW Pay : Shop now, pay later

Pay using QR Code

Junior Account, Current Account
Joint Account, On demand salary,
upgrade to Salary A/C

Saving a/c and everyday a/c

Personal Loan, Car Loan, Home Loan

Smart Insights on TMRW track your
spending and saving tracker

Investing Platform, Portfolio Tracking,
Personalised advisory with robo-
advisory

PRUTect Care : life insurance
collaborated with Prudential Indonesia

A/c aggregation, Square up change

Health, travel and accident insurance

Al Chatbots, Conversational IVR —
Smartbots, WhatsApp banking
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Suggested improvements in customer onboarding journey

#1 Clarity of information
* Availability of all account types on app
*  Document requirement and a/c opening procedure
 Eligibility for a/c opening

*  App should provide user with clear information before asking to register

#2 Ease of account opening

*  The verification code to the cell phone number and email sometimes
arrives late

* b-step account opening journey
*  Questions like source of funds, purpose of funds increase steps

*  Auto-fill information or drop-down list to choose from options

*  Option to auto-save information if user leave the process in-between

#3 KYC authentication
* KTP and Selfie upload
* In case of video-KYC, there should be option to schedule it later
*  No waiting time to confirm KTP

* Allow biometric verification during the a/c opening process

#4 Time to activate an account
e Instant account activation

* Instant activated virtual card just after the a/c opened
* CTAto apply for physical
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twimbit
recommendations from
best-in-class example
from Indonesia and
other peer regions
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twimbit recommendations

Onboarding experience - clarity in a/c opening

Hal yang perlu

diperhatikan sebelum
memulai

| Perbarui tauta

Hampir selesai!

TMRW and Aladin aced the ‘clarity in a/c
opening’ parameter

semmrieams ()
ketahui e
Suggestions and recommendations
« Provide clear app utility before asking for
@ pmoma sign-up
Bt « Clearly state eligibility, document
B e A— Lo b Copet Dengan il o requirement, fees and charges etc.
R Apa yang harus kamu ¢ it o g e i * Provide Al chatbot at each step
- :k - *  Auto save information | o
e R T— = » Auto fill information or provide options in
SRS | s | B s drop-downlist for ease
N T O * Activate biometric verification during the
o e e W ® process
s s & * Activate virtual debit card instantly and show
M pmes | ® on home screen and add clear CTA for
applying to physical debit card
[ ]

Clearly stated steps for
a/c opening process

Lanjutkan

Auto-filled e-KTP

details

Questions like source of funds, purpose of
funds increase steps
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twimbit recommendations

Ease of a/c opening - KYC authentication

ggﬁnscs R

Personal Account
Hampir selesai! | Jago, livin and Aladin aced the ‘ease of a/c
= opening’ parameter
Yuk, lakuk ifikasi > =
dengan TMRW Agents 3 $\ o s For KYC, above banks asks for e-KTP photo and
pkas TUAil Y selfie only
o e Suggestions and recommendations:
et * Simple ways to verify customer either by e-

KTP photo/selfie/video-KYC/e-ktp based OTP
* Option for partial-KYC if e-KTP unavailable
e « Eliminate extra verification steps like sending a

verification link via SMS

* Video KYC - Schedule later

] your nu
Call Jenius Help

@
@ 3 = &
ome Wealth Cards Profile

Video KYC - Schedule later Extra step for verification
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twimbit recommendations

Account activation

$gwnscs
Personal Account
|

() e Jago, livin and Aladin aced the ‘a/c activation’
>’ parameter

T4
Your Account Will be Active Soon . 8 suggestions and I‘ecommendationS:
Congratulations, & . . .
@ @ GEWINNER S C SRANTO * Allow instant account activation
R — et Activation SINAGA!

Lo » If a/c activation takes time, inform via push

e 15 e s st s st notification, SMS or email

e B Utilise customer waiting time by showing:
Offers, promos etc
Explaining debit card features
Gamifying the experience
Feature like ‘Earn while you wait’ or
Exploring the app

Awards Your account will be ready in 5 mins during
the operational hours 04.30-22.30 WIB. You
may leave this page, and we'll send you an
Bonus up to 25x/

] email and a push notification once it's done
month
| S vithout worry

of cash withdrawal

AVINQS W U A
€«
® (&) 5 &
Home Wealth Cards Profile

A/c activation takes 5-15
minutes

ok WNE

>

Explore Jago Livin a/c activation takes 5
mins during specific
Jago instant a/c activation operational hrs.
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twimbit recommendations

Design experience - Ul/UX

Good afternoon, GEWINNER S C SEN...!

Transfer, top up, and pay
. faster with Quick Pick!

Q0606

3 oo o IDR Payment Top-up e-money Sukha
’ Position your face within the frame Transfer

ED.
(] . 0
@ Your face is uncovered Ox
Forex QR

At Investment  Cardless Branch
"' Be in a well-lit area Transfer  Payment Services

@ Stable internet connection Savings & Checking < Balance /@ Edit

d Enable camera access
Tabungan NOW IDR
1210010948093

e-Wallet
Straightforward
interface

Trendy and appealing
design

Use of creative icons

twimbit

TMRW, livin and Jago aced the ‘design
experience’

Suggestions and recommendations:

Provide an omnichannel experience
Trendy and appealing design

Avoid overcrowding the interface with
pictures, symbols, and text

Design straightforward interface that suits
your customers’ needs

Let users customise the app interface
Focus on hyper-personalisation and
gamification by splashing animations and
transitions to make the customer journey
fun and engaging

Using game designs like Badges, awards,
points, scoreboards, and other design
elements
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