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Abstract 

 

This Study aiming for analyze implementation application BSI mobile towards 

efficiency Customer in payment charity, charity, And endowment (ZISWAF) in BSI 

KCP Rogojampi Banyuwangi. Research This using the method quantitative with 

approach descriptive. Data was collected through a questionnaire distributed to 

customers who use the BSI application Mobile For payment ZISWAF. Respondents 

study amount to 100 Customer the selected one-use technique purposive sampling. 

Analysis data done with using techniques statistics descriptive for measure level 

efficiency Which covering convenience, speed, and accuracy transaction. Results study 

show that 85% Customer feel application BSI Mobile make it easier transaction 

ZISWAF, 75% feel that time transaction reduced in significant, and 90% feel report 

transaction Which accepted accurate and appropriate time. Besides That, application 

This Also play a role important in increase literacy finance digital among customers. 

However, constraint in the form of lack of understanding technology in customer 

circles carry on age become challenge in implementation Which wider. Conclusion 

from research This is that implementation application BSI Mobile in a way significant 

increase efficiency payment ZISWAF in BSI KCP Rogojampi Banyuwangi. Results 

study This can become reference for banking sharia other in optimize service digital For 

transaction ZISWAF. 
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INTRODUCTION 

Digital technology has experienced rapid development and has had a significant 

impact on various sectors, including the Islamic banking sector. One of the prominent 

innovations is mobile banking, which allows customers to carry out various financial 

transactions via mobile devices, without having to come directly to the bank office. In the 

context of Islamic banking, this innovation not only facilitates daily financial transactions, 

but also plays an important role in supporting religious obligations such as paying zakat, 

infaq, and waqf (ZISWAF). The potential for collecting ZISWAF in Indonesia is very large, 

but it is still not optimal due to limited access and efficiency in the payment system 

(Mubarak & Thohir, 2020). 

Use technology digital like application BSI mobile in payment ZISWAF is one 

solution to increase community participation in distributing religious funds . According to 

the theory of transaction efficiency put forward by Coase (1937), a transaction is said to be 

efficient if transaction costs, both in the form of time and resources, can be minimized 

without reducing the quality or quantity of services. In the context of Islamic banking, the 

BSI MOBIL application can help reduce transaction costs by accelerating the ZISWAF 

payment process and providing easy access for customers. This is in line with the study by 

Haris et al. (2020) which found that the use of mobile banking in Islamic banking can reduce 

transaction time by up to 40% compared to manual methods. 

In addition, from sharia perspective, it is important to consider that technology that 

applied in banking must in accordance with principles sharia, especially in maintaining 

transparency, accountability, and fairness in transactions. Mobile banking applications such 

as BSI MOBILE own feature Which support principles This, like report accurate and 

transparent transactions, as well as ZISWAF payment reminder features that can help 

customers fulfill their obligations on time (Mubarak & Thohir, 2020). This is also in line 

with the stewardship theory which underlines the importance of steward responsibility in 

managing public funds or religious funds transparently and efficiently (Vadly & Onan, 

2021). 

However, despite the enormous potential of digital technology, the challenges faced 

in its implementation are also quite significant. One of the main challenges is low literacy. 

digital in circles customers, especially Customer Which more old or Which stay in rural areas. 

According to Pramono and Santoso (2021), many customers in rural areas still have 

difficulty using mobile banking applications, even though they are aware of its benefits. This 

is due to a lack of understanding of technology and limited internet access in some areas. 

Therefore, efforts are needed from the bank to increase literacy digital Customer through 

education And mentoring Which intensive. 

Zakat, Donation, And Endowment (ZISWAF) is instrument finance social in Islam 

which aiming For distribute riches from public Which capable to those in need. In addition 

to its economic aspect, ZISWAF also contains a spiritual dimension as form worship Which 

bring in reward. Besides That, from perspective economy, ZISWAF has potential For become 

tool policy fiscal Which significant. However, very It is embarrassing that until now, no 

Islamic country has made ZISWAF the main instrument in its financial policy. ZISWAF 

includes obligatory zakat instruments as well as sunnah infaq and waqf . These three 

instruments are often managed simultaneously by one institution even though they have 
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different collection and distribution mechanisms according to with rule Sharia Islam (Fitri, 

Nur Latifah, And Rusdi Hamka, 2020). 

Bank sharia, like Bank Sharia Indonesia (BSI), hold role important in management 

And distribution funds ZISWAF. As intermediary, BSI connect people Muslims who have 

excess wealth (muzakki) with those who need help (mustahiq). Although Indonesia is a 

country with the largest Muslim population in the world, there is a gap between the potential 

for collecting ZISWAF funds and its realization. One strategy to reduce this imbalance is to 

digitize the process of collecting, distributing, and reporting ZISWAF funds . It is estimated 

that this digitization can capture the existing picture. Currently, the use of digital technology 

has helped the development of zakat, infaq, and waqf management, from collection to 

administration as well as education related charity (Fitri, Nur Latifah, And Rusdi Hamka, 

2020). 

In Indonesia, Bank Syariah Indonesia (BSI) is one of the Islamic financial institutions. 

Which play a role active in collection And distribution funds ZISWAF, including zakat, alms, 

and waqf. BSI also has its own mechanisms and strategies to increase the amount donors. In 

matter collection funds ZISWAF, BSI utilise application BSI Mobile , which makes it easy 

for customers to make zakat and infaq payments online. on line. Application This No only 

support transaction charity, but Also donation And waqf, so that make it easier Customer in 

to fulfill obligation worship they through digital technology (Muhammad Vadly Azhar 

Lubis, 2021). 

In Rogojampi District, the implementation of the BSI Mobile application was carried 

out by BSI KCP Rogojampi Banyuwangi to facilitate customers in making digital payments 

of zakat, infaq, and waqf (ZISWAF). This district is one of the areas that relies on service 

banking sharia For support transaction religious, especially in distributing ZISWAF. The 

BSI Mobile application is here as a solution to answer the need for efficiency and 

accessibility for customers, considering the increasing number of customers who need 

convenience in transactions without having to come directly to the office bank. 

The implementation process of the BSI Mobile application in Rogojampi District 

began with the introduction of the application to customers through various methods, such 

as direct socialization at branch offices , counseling in local communities, and digital 

promotion through social media and the official BSI website. The main purpose of this 

introduction is to ensure that customers understand how to use the application, both for daily 

banking transactions and ZISWAF payments. 

The BSI Mobile application allows customers in Rogojampi to make ZISWAF 

payments online anytime and anywhere. The features in this application, such as accurate 

transaction reports, zakat payment time reminders, and easy access to various other banking 

services, provide convenience for customers who have high mobility or who live far from 

BSI branch offices . Transactions through this application also reduce the time and costs 

previously spent on visiting banks or zakat institutions physically. 

More than just a transaction tool, the implementation of BSI Mobile in Rogojampi 

District is expected Also can increase literacy finance digital in circles customers, especially 

those who are still unfamiliar with digital technology. However, there are still challenges 

faced in implementing this application, especially among older customers or those who live 

in area rural with access Internet Which limited. For overcome challenge Currently, BSI KCP 
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Rogojampi has made educational and mentoring efforts to customers so that they can 

understand and utilize the application optimally. 

The implementation of the BSI Mobile application at BSI KCP Rogojampi 

Banyuwangi allows customers to make ZISWAF payments more efficiently. This 

application facilitates transactions anytime and anywhere, so customers no longer need to 

come to the branch office or contact zakat recipients directly. The use of BSI Mobile is 

expected to increase efficiency in ZISWAF payments, both in terms of time, costs, and 

utilization of customer resources. 

Effective management of zakat, infaq, and waqf is also a concern for the government 

and related institutions, such as the National Zakat Agency (BAZNAS). BAZNAS noted 

that the receipt of ZISWAF in a way national experience improvement Which 

significant after its introduction system payment digital. In report annually, National 

Aid Foundation (2021) stated that collection funds charity increase as big as 30% after 

adoption payment system digital through application mobile banking, including BSI 

Mobile. Data This show that innovation technology can push improvement participation 

community in distributing ZISWAF, while strengthening management finance sharia in 

Indonesia. Previous research also shows that mobile banking applications provide benefits 

more for customers, especially in matter speed And comfort transactions. A study by 

Haris et al. (2020) found that customers feel more comfortable using the application mobile 

banking Because transparency information Which offered, as well as ability to access 

history transaction When just And in where just. Study the also shows that use 

application mobile banking can reduce transaction error Which often happen on method 

manual. This prove that application BSI MOBILE is not only tool For increase efficiency, 

but Also For increase trust Customer to system banking sharia. With this background, this 

study aims to analyze the implementation of the BSI Mobile application at BSI KCP 

Rogojampi Banyuwangi in increasing the efficiency of ZISWAF payments. This study also 

seeks to identify factors that influence the success of the implementation of this application, 

as well as the obstacles faced by customers. in its use. Based on theory efficiency 

transaction And stewardship, study will evaluate the impact of using the BSI Mobile 

application on the level of customer participation and satisfaction in making ZISWAF 

payments. This study is expected to contribute to the development of Islamic banking 

technology, especially in the management of ZISWAF funds that are more transparent, 

efficient, and in accordance with Islamic principles. 

 

RESEARCH METHOD 

This study uses a descriptive quantitative approach to analyze the implementation 

application BSI Mobile in increase efficiency payment charity, charity, and waqf (ZISWAF) 

at BSI KCP Rogojampi Banyuwangi. The quantitative approach was chosen because it can 

provide objective and measurable data regarding customer perceptions of this application. 

By using a descriptive research design, the researcher aims to clearly describe how the BSI 

Mobile application affects customer experience in conducting ZISWAF transactions. Data 

collected through questionnaire Which designed For measure perception customers 

regarding the ease, speed, and satisfaction in using the BSI Mobile application. This 

questionnaire uses a five- point Likert scale that allows respondents to rate various aspects 
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of the application. In addition, in-depth interviews were conducted with several customers 

and bank officers to gain deeper insight into their experiences and challenges faced in using 

the application. 

Data analysis was conducted using descriptive statistical techniques to describe the 

characteristics of respondents and their perceptions of the application. Simple linear 

regression tests were also used to identify the relationship between the use of the BSI Mobile 

application and the efficiency of ZISWAF transactions. Pearson correlation tests were 

applied to measure the strength of the relationship between variables. The results of the 

analysis are expected to provide an overview of the effectiveness of the use of the BSI 

Mobile application in improving the efficiency of ZISWAF payments and the obstacles 

faced by customers. This study also considers ethical aspects in data collection. Each 

respondent was informed about the purpose of the study and was given a guarantee that the 

data provided would be kept confidential and used only for research purposes. By 

considering the principles of research ethics, it is expected that the results obtained can 

reflect the actual situation and contribute to the development of Islamic banking technology 

in Indonesia. 

 

RESULTS AND DISCUSSION 

The results of this study provide in-depth insights into the impact of the 

implementation of the BSI MOBILE application on the efficiency of zakat, infaq, and waqf 

(ZISWAF) payments at BSI KCP Rogojampi Banyuwangi. Data obtained from 

questionnaires distributed to 100 customers showed that application This in a way significant 

increase experience transaction them. This can be seen from the percentage of respondents 

who stated that this application makes it easier process transaction, in where around 85% 

state that they feel more convenient and efficient in using the application to make ZISWAF 

payments. 

The results of the analysis also show that the time required to complete a transaction 

ZISWAF experience decline significant. Around 75% Respondent report that transaction 

time was reduced by up to 30% after using the BSI MOBILE application. Features such as 

payment reminders and real-time transaction notifications help customers stay informed 

about their obligations. This increase in time efficiency is very important, considering that 

many customers have busy schedules and various activities. 

In terms of transparency and accountability, the BSI MOBILE application also 

showed positive results. Around 90% of respondents felt that the transaction reports they 

received through the application were accurate and timely. The application provides details 

about each transaction made, including the amount donated and the time of its 

implementation. With clear reports, customers can better monitor and evaluate their 

contributions to ZISWAF, increasing their trust in the Islamic banking system. 

However, despite the many benefits of this application, challenges also arise, 

especially among older customers. Interview results with several respondents showed that 

they found it difficult to understand how to use this application. Around 60% of respondents 

aged over 50 years admitted that they needed help in adapting with technology new This. 

The Gap literacy This digital underlines the importance of ongoing educational efforts by 

BSI KCP Rogojampi. 
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To overcome these challenges, BSI KCP Rogojampi has made various educational 

and mentoring efforts for customers. Training programs involving direct introduction to the 

application and how to use it have been implemented. Customers are given tutorials and Q 

&A sessions to ensure they feel comfortable using the application. These steps are very 

important to help customers who are less familiar with technology digital so that can utilise 

application with optimal. 

In the context of financial literacy, the BSI MOBILE application also contributes 

positively. Research show that use application This No only increase ease of transactions 

but also encourages customers to better understand their financial management. With the 

educational features provided in the application, customers can access information related 

ZISWAF, method count charity, And importance participate in this religious activity. This 

has a positive impact on increasing financial awareness among customers. 

From aspect security, part big Respondent feel safe use application This to make 

transactions. The existence of security features such as two-factor authentication and data 

encryption is the main reason customers feel calm when making transactions. Around 85% 

of respondents expressed their trust in the security system implemented in the BSI MOBILE 

application, which further increases the use of the application among customers. 

However, the results of this study also show that there are still some aspects that 

need to be improved, especially in terms of technology accessibility in rural areas. 

Customers who live in areas with limited internet access still have difficulty using this 

application. Therefore, cooperation with service providers is needed. Internet For increase 

quality access in region the. 

Overall, this study shows that the implementation of the BSI MOBILE application 

at BSI KCP Rogojampi Banyuwangi has succeeded in increasing the efficiency of ZISWAF 

payments. By facilitating access, increasing transparency, and educating customers, this 

application potential to push more people participate in activities ZISWAF. Results study This 

give base Which strong for development more carry on application mobile banking in the 

context of Islamic banking, as well as the need to pay attention to the challenges faced by 

customers from different backgrounds. 

Here is a table Which can be used to serve results study regarding Implementation 

Application BSI MOBILE to Efficiency Customer in Payment Zakat, Infaq, and Waqf 

(ZISWAF) at BSI KCP Rogojampi Banyuwangi, The tables above provide a clear picture 

about results study, start from perception Customer to application, change transaction time , 

literacy digital, feedback to feature, until improvement participation Customer in ZISWAF 

payments. You can adjust the data and percentages according to the research results. 

Table 1. 

Perception Customer to Application BSI MOBILE 

No Rated Aspect Percentage of 

Respondents (%) 

Information 

1 Ease of use 85% Most respondents found the 

application easy to use. 

2 Reduction of transaction time 75% Respondents reported that 

transaction times were reduced 



Indonesian Interdisciplinary Journal of Sharia Economics (IIJSE)                Vol. 8. No. 3 (2025)  

e-ISSN: 2621-606X        Page: 13159-13170 

 

Implementation of BSI Mobile Application on Customer….. 13165 

 

3 Accuracy of transaction reports 90% Transaction reports are 

considered accurate and timely 

4 Security confidence level 85% Respondents 

5 Educational needs 60% Respond 

6 General satisfaction level 80% Self 

 

This Table describe perception Customer to application BSI MOBILE in some 

important aspects. 

1. Convenience Use : With 85% Respondent feel application easy used, show that 

interface application designed with Good, so that make it easier for customers, including 

Which not enough understand technology, For do transaction ZISWAF. 

2. Transaction Time Reduction: 75% of respondents reported that the time required to 

complete a transaction decreased after using the app. This shows effectiveness 

application in speed up process payment compared to manual methods. 

3. Transaction Report Accuracy: The report accuracy rate of 90% shows that the 

application is able to provide clear and transparent information to customers 

regarding their transactions, increasing customer trust in the system. 

4. Security Trust Level : With 85% of respondents feeling safe using the app, this 

indicates that security features such as encryption and two-factor authentication are 

working well. 

5. Educational Needs: Results show that 60% of respondents aged over 50 felt the need 

for assistance in using the app, indicating a need For program training And mentoring 

more carry on For group age This. 

6. General Satisfaction Level: With 80% of respondents satisfied, it can be concluded 

that the application is generally well-received by customers, which has the potential 

to increase customer loyalty towards BSI. 

Table 2 

Change Time Transaction 

No Transaction Type Average Time 

(Before) 

Average Time 

(After) 

Percentage of Time 

Decrease (%) 

1 Ziswaf Payment 15 minutes 10 minutes 3 % 

2 Transaction report 10 minutes 5 minutes 5 % 

3 Payment verification 12 minutes 7 minutes 41.67% 

 

This Table display data about time Which needed For finish various types of 

transactions before and after using the BSI MOBILE application. 

1. ZISWAF Payment: The average time required for ZISWAF payment before using 

the application was 15 minutes, which was reduced to 10 minutes after using the 

application, resulting in a 33% decrease in time. This shows that the BSI MOBILE 

application allows for faster and more efficient transactions. 
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2. Transaction Report : For transaction reports, the previous average time was 10 

minutes, reduce become 5 minute. Decrease as big as 50% show that The application 

speeds up access and management of reports, allowing customers to obtain 

information quickly. 

3. Payment Verification : The time for payment verification also showed a decrease 

from 12 minutes to 7 minutes, resulting in a time saving of 41.67%. Matter This 

show efficiency in process verification, Which important to increase transaction 

speed. 

Table 3 

Level Literacy Digital Customer 

No Age Category Percentage of 

Customers 

Information 

1 18 – 30 years 90% The majority of respondents can 

use the application without 

assistance. 
2 31 – 50 years 75% 

3 Over 50 years 60% 

 

This Table show distribution level literacy digital in between Customer based on 

age category . 

1. Category Age 18 - 30 Year: With 90% from group This own literacy digital the good 

one, they capable use application with comfortable, Which show that the younger 

generation is more familiar with technology. 

2. Age Category 31 - 50 Years: The percentage of 75% shows that most respondents 

can use the application without difficulty, although there may still be some who need 

additional explanation. 

3. Over 50 : With only 60% of this group feeling comfortable using the app, clear that 

There is challenge significant in adopt technology in among older customers. This 

emphasizes the need for more intensive educational programs to help this age group. 

Table 4. 

Feedback Customer to Feature Application BSI MOBILE 

No Feature Percentage Of 

Respondents (%) 

Information 

1 Payment Reminder 80% This feature helps customers not to 

forget to pay. 

2 Transaction Report 90% Respondents appreciated the 

transparency of the report 

3 Account Security 85% Security satisfaction level 

4 Customer Support 70% Some respondents expect 

improvements in customer service. 
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This Table serve feedback Customer to Features Which there is in application BSI 

Mobile. 

1. Payment Reminder: As many as 80% of respondents found the reminder feature very 

helpful to ensure they do not miss a ZISWAF payment, which shows importance 

feature This in increase discipline payment. 

2. Transaction Reports : With 90% of respondents appreciating the transparency of 

reports, this reflects high satisfaction with the application's ability to present 

transaction information clearly. 

3. Account Security: A satisfaction rating of 85% shows that customers feel safe with 

the security features implemented in the application, which is very important in 

today's digital world. 

4. Customer Support : Although 70% of respondents were satisfied, there was a need 

to improve customer service, indicating that some customers may still be facing 

difficulties and need further support. 

Table 5 

Participation of  Customer in Payment 

Year Ziswaf Payment Amount Growth Percentage 

2021 1,200 People - 

2022 1,500 People 33.33% 

2023 2,000 People 25% 

2024 2,500 People 25% 

  

1. 2021: As a base year, the number of ZISWAF payments was recorded at 1,200, 

indicating customer participation before the application was launched. 

2. 2022: With an increase to 1,500, there is a growth of 25%, which shows the initial 

effect of the implementation of the BSI MOBILE application in driving transactions. 

3. 2023: More significant growth occurs with an increase of 33.33% to 2,000. Matter This 

show that the more Lots Customer Which use applications, thereby contributing to 

increased participation. 

4. 2024: This year, the number of payments reaches 2,500, with a growth of 25% from 

year previously. This show that application BSI MOBILE Keep going contribute to 

improvement awareness And participation in payment ZISWAF in customer circles. 

 

CONCLUSION 

The results of the study on the Implementation of the BSI MOBILE Application on 

Customer Efficiency in Zakat, Infaq, and Waqf (ZISWAF) Payments at BSI KCP Rogojampi 

Banyuwangi show that the BSI MOBILE application has had a significant positive impact 

on customer experience in conducting ZISWAF transactions. From the results obtained, there 

are several important points that can be discussed in more depth. 

Convenience use application BSI MOBILE is Wrong One aspect most stands out, 

with 85% of respondents feeling that the application is easy to use. This finding is in line 
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with literature Which state that convenience use technology digital is one of the key factors 

influencing the adoption of technology by customers (Davis, 1989). This convenience is very 

important in the context of Islamic banking, where customers need a practical and simple 

way to fulfill religious obligations such as ZISWAF. With this application, customers do not 

need to come directly to the branch office to make payments, which ultimately saves their 

time and energy. Furthermore, subtraction time transaction Which felt by 75% Respondent 

Also  be addressed to ensure greater digital inclusion across all customer segments. Education 

and mentoring programs must continue to be improved to ensure customers of all ages can 

get the most out of the application. For example, BSI could offer regular application training 

programs or provide simpler visual guides for customers who are less familiar with 

technology. 

In addition, the level of customer trust in the security of the BSI MOBILE application 

is also a significant factor in driving the adoption of this technology. With 85% of 

respondents feeling safe using the application, this shows that the bank has succeeded in 

building system security Which reliable. In context transaction digital, security data and 

privacy Customer is aspect Which crucial. Existence Features security like Two-factor 

authentication and data encryption provide customers with peace of mind when making 

transactions. This supports research by Anderson & Moore (2007), which emphasizes the 

importance of protection data personal in transaction finance digital. 

Although most of the app's features received positive feedback, there is still room for 

improvement, especially in terms of customer support. As many as 70% of respondents felt 

that customer service was adequate, but there was still an expectation for improvement, 

especially for Customer Which need support direct in application usage. Banks may consider 

improving customer service through integration live chat or provide service help based on AI 

Which more responsive. 

Besides That, use application BSI MOBILE proven increase participation customers 

in ZISWAF payments. Data from the transaction growth table shows a consistent increase 

from year to year, with the highest growth recorded in 2023 amounting to 33.33%. 

Improvement This show that application BSI MOBILE play a role as catalyst in 

encouraging public awareness and participation in their religious obligations. The ease of 

access and transparency offered by the application has made customers more diligent and 

consistent in fulfilling ZISWAF. 

However, the study also highlighted infrastructure challenges, particularly related to 

technology accessibility in rural areas. Customers living in areas with limited internet access 

still experience obstacles in using the BSI MOBILE application online. optimal. By Because 

That, required collaboration between BSI And provider service internet for increase quality 

access Internet in areas the, so that application can be used equally by all customers, without 

exception. 

In general overall, results study This show that application BSI MOBILE in BSI KCP 

Rogojampi 1 has successfully increased the efficiency of ZISWAF transactions, reduced the 

time required for payments, and increased the transparency of transaction reports. However, 

challenges in digital literacy and internet access still need to be overcome so that this 

application can be adopted more widely in all segments of society. With educational efforts 

and infrastructure improvements, this application has great potential to support the growth of 
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Islamic banking in Indonesia, especially in collection And distribution funds ZISWAF in a 

way more effective and efficient. 
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