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ANALISIS PEMBOROSAN (WASTE) DAN PERBAIKAN PROSES
PEMBUKAAN REKENING ONLINE MENGGUNAKAN
VALUE STREAM MAPPING (STUDI KASUS DI BANK ABC)

Tri Lestari

ABSTRAK

Proses pembukaan rekening online di Bank ABC dirancang untuk meningkatkan efisiensi
layanan perbankan melalui pemanfaatan sistem digital. Namun dalam implementasinya,
proses tersebut belum berjalan secara end-to-end sehingga masih melibatkan aktivitas
manual di kantor cabang. Penelitian ini bertujuan untuk menganalisis tingkat efisiensi proses
pembukaan rekening online serta mengidentifikasi pemborosan (waste) yang terjadi
menggunakan pendekatan Value Stream Mapping (VSM) dan Process Activity Mapping
(PAM). Metode penelitian dilakukan melalui observasi langsung proses layanan, wawancara
dengan petugas customer service, serta pengukuran waktu proses pada setiap aktivitas. Hasil
penelitian menunjukkan bahwa aktivitas non value added mendominasi alur layanan dengan
kontribusi sekitar 65% dari total lead time, yang terutama disebabkan oleh pengulangan
input data, pengisian formulir manual, dan keharusan nasabah datang ke kantor cabang.
Perbaikan proses dirancang melalui Future State Value Stream Mapping yang
mengintegrasikan sistem digital secara penuh untuk menghilangkan aktivitas manual.
Implementasi future state mampu menurunkan lead time secara signifikan dan meningkatkan
efisiensi layanan pembukaan rekening.

Kata kunci: pembukaan rekening online, Value Stream Mapping, efisiensi proses, waste,
digitalisasi layanan.
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ANALYSIS OF WASTE AND PROCESS IMPROVEMENT
FOR ONLINE ACCOUNT OPENING USING
VALUE STREAM MAPPING (A CASE STUDY AT BANK ABC)

Tri Lestari

ABSTRACT

The online account opening process at Bank ABC was designed to improve banking service
efficiency through digital systems. However, its implementation has not yet achieved an end-
to-end digital flow, resulting in continued reliance on manual activities at branch offices.
This study aims to analyze the efficiency of the online account opening process and identify
process waste using the Value Stream Mapping (VSM) and Process Activity Mapping (PAM)
approaches. The research method involved direct observation of service processes,
interviews with customer service officers, and time measurement of each activity. The results
indicate that non value added activities dominate the service flow, accounting for
approximately 65% of the total lead time, mainly caused by repetitive data input, manual
form completion, and mandatory branch visits by customers. A future process design was
developed using Future State Value Stream Mapping by fully integrating digital systems to
eliminate manual activities. The proposed improvements significantly reduce lead time and
enhance service efficiency.

Keywords: online account opening, Value Stream Mapping, process efficiency, waste,
service digitalization.
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