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ABSTRAK

Perkembangan sistem pembayaran digital mendorong peningkatan penggunaan kartu kredit di
Indonesia, namun juga meningkatkan risiko gagal bayar yang berdampak pada profitabilitas
dan likuiditas bank. Penelitian ini bertujuan mengidentifikasi faktor-faktor yang memengaruhi
keberhasilan pemulihan utang kartu kredit perseorangan pada salah satu bank milik negara.
Pendekatan kualitatif digunakan dengan strategi Grounded Theory. Data diperoleh melalui
wawancara mendalam dengan desk collector, team leader, supervisor, dan debitur, kemudian

dianalisis dengan tahapan open coding, axial coding, dan selective coding menggunakan NVivo
15.

Hasil penelitian menunjukkan tiga faktor utama yang memengaruhi pemulihan. Pertama,
hambatan debitur, berupa keterbatasan finansial, perilaku menghindar, serta pengalaman negatif
terhadap penagihan. Kedua, efektivitas prosedur internal dan interaksi staf kolektor, meliputi
restrukturisasi, komunikasi persuasif, dan pemanfaatan teknologi big data analytic, artificial
intelligence (AI), WhatsApp, serta robot penagihan. Ketiga, tantangan operasional dan
kebijakan bank, seperti keterbatasan regulasi, hambatan sistem dan SDM, serta kondisi
eksternal berupa faktor ekonomi dan maraknya modus penipuan.

Teori substantif yang terbentuk menyimpulkan bahwa keberhasilan pemulihan merupakan hasil
interaksi dinamis antara hambatan debitur, strategi adaptif berbasis teknologi, dan kapasitas
bank dalam menghadapi keterbatasan operasional maupun regulasi. Penelitian ini memberikan
kontribusi akademis bagi pengembangan literatur manajemen risiko kredit, sekaligus
rekomendasi praktis bagi perbankan dalam merancang strategi penagihan yang lebih humanis
dan adaptif.

Kata kunci: kartu kredit, pemulihan utang, grounded theory, manajemen risiko, big data
analytic
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ABSTRACT

The rapid growth of digital payment systems has increased credit card usage in Indonesia, but
also escalated the risk of default, affecting banks’ profitability and liquidity. This study aims to
identify factors influencing the success of individual credit card debt recovery in a state-owned
bank. A qualitative approach with Grounded Theory was employed. Data were collected
through in-depth interviews with desk collectors, team leaders, supervisors, and debtors, and
analyzed through open coding, axial coding, and selective coding using NVivo 15.

The findings highlight three major factors influencing debt recovery. First, debtor-related
barriers, including financial limitations, avoidance behavior, and negative experiences in
collection. Second, the effectiveness of internal procedures and staff interactions, encompassing
restructuring strategies, persuasive communication, and the use of big data analytics, artificial
intelligence (AI), WhatsApp, and collection robots. Third, operational and regulatory
challenges, such as regulatory restrictions, system and human resource limitations, and external
factors like national economic conditions and increasing fraud schemes.

The substantive theory developed concludes that successful debt recovery results from dynamic
interactions between debtor barriers, adaptive technology-based strategies, and the bank’s
capacity to overcome operational and regulatory constraints. This study contributes
academically to the literature on credit risk management and provides practical
recommendations for banks in designing more human-centered and adaptive collection
strategies in the digital era.

Keywords: credit card, debt recovery, grounded theory, risk management, big data analytics
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