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ABSTRAK

Penurunan average balance nasabah tabungan BritAma di BRI Cabang
Tanah Abang menjadi isu penting yang berdampak pada stabilitas dana pihak
ketiga. Meski layanan BRI tergolong unggul, sebagian nasabah mengalami
penurunan saldo akibat perilaku finansial yang kompleks, seperti diversifikasi
rekening, investasi, dan kekhawatiran terhadap keamanan digital. Situasi ini
menuntut pendekatan analisis yang menggabungkan data kuantitatif melalui
clustering dan wawasan kualitatif melalui etnografi agar strategi peningkatan saldo
dapat dirancang secara tepat sasaran.

Penelitian ini bertujuan untuk menganalisis penyebab turunnya average
balance nasabah produk tabungan BritAma pada BRI Cabang Tanah Abang dengan
pendekatan mixed method, yaitu perpaduan antara metode K-means Clustering dan
etnografi. Dengan menggunakan data dari 32.700 nasabah, analisis clustering
menghasilkan lima Klaster berbeda berdasarkan nilai saldo rata-rata nasabah.
Klaster 4 teridentifikasi sebagai kelompok dengan penurunan saldo tertajam,
sehingga menjadi fokus untuk dianalisis lebih lanjut secara kualitatif.

Hasil penelitian menunjukkan bahwa pendekatan etnografi dilakukan
dengan wawancara mendalam terhadap lima nasabah dari klaster tersebut untuk
mengidentifikasi shared pain value yang memengaruhi perilaku finansial mereka.
Hasil temuan menunjukkan bahwa penurunan average balance dipengaruhi oleh
beragam faktor, seperti serangan “Malware” sehingga dana nasabah hilang,
tabungan dipindahkan ke investasi agar tidak terkena Malware, tabungan
dipindahkan ke bank lain yang security nya lebih aman, pelayanan kurang
memuaskan, dan sistem jaringan sering offline. Temuan ini menunjukkan bahwa
nasabah dengan saldo rendah tidak selalu mencerminkan kapasitas finansial yang
lemah, melainkan reaksi atas ketidaknyamanan sistemik dan strategi pengelolaan
keuangan pribadi yang lebih terencana.

Kata  kunci:  Average balance, BritAma, K-means,  Mix_method,
Value_proposition.
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ABSTRACT

The decline in the average balance of BritAma savings customers at BRI
Tanah Abang Branch is an important issue that has an impact on the stability of
third-party funds. Although BRI's services are considered superior, some customers
experience a decrease in balance due to complex financial behavior, such as account
diversification, investment, and concerns about digital security. This situation
requires an analytical approach that combines quantitative data through clustering
and qualitative insights through ethnography so that balance increase strategies can
be designed appropriately.

This study aims to analyze the causes of the decline in the average balance
of BritAma savings product customers at BRI Tanah Abang Branch using a mixed
method approach, namely a combination of the K-means Clustering method and
ethnography. Using data from 32,700 customers, the clustering analysis produced
five different clusters based on the average balance value of customers. Cluster 4
was identified as the group with the sharpest balance decline, so it became the focus
for further qualitative analysis.

The research results showed that an ethnographic approach was conducted
through in-depth interviews with five customers from the cluster to identify shared
pain points that influence their financial behavior. The findings indicate that the
decline in average balance was influenced by various factors, such as malware
attacks that resulted in the loss of customer funds, savings being transferred to
investments to avoid malware, savings being transferred to other banks with better
security, unsatisfactory service, and frequent network system offline. These
findings indicate that customers with low balances do not always reflect weak
financial capacity, but rather a reaction to systemic discomfort and a more planned
personal financial management strategy.

Keywords: Average balance, BritAma, K-means, Mix_method, Value_proposition.
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