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Top 5 factors causing disruption in banking

3 main elements that we need to focus on

Competition 
Landscape

Customer 
Expectations

The Future of Banking is an Era where Disruption will be More Frequent

Regulatory 
Pressure

Increasing Demand 
for Digital 
Channels

Emerging 
Technologies

Banking Offerings 
from FinTechs and 

BigTechs

Technology
1

Customer 
Behavior
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TECHNOLOGY BUSINESS PROCESS FUTURE SKILL

Credit Card Mortgage Personal Loan SME Loan

To be customer’s choice in Consumer Banking and SME

Bank Mandiri
2020 Corporate Plan

Modernize our IT 
Architecture

Building internal capability
to run Digital

Transformation

Enhance business process to 
gain competitive 

advantages

01 02 03

Thus, We Embrace the Change by Embarking Into a Journey of Digital Transformation, 
Start with Retail Lending



Ecosystem Partners

3

BPR Project

Assisted Channel

Self-Service Channel

ATM Internet 

Mobile

RMs / Agents / 
Telesales

Branch Call Centre

•Analytics
•CRM

Relationship 
Management 
Tools

Loan Origination 
System

Decision Engine
Collection 
System

Digital and Customer Journey

Next Best
Action

Sales 
Automation

Credit
Origination

Real time 
Decisioning

Disbursement
Collection Data 

Governance Data 
Management Risk &

Customer
Analytics

•Data Warehouse
•Data Governance
•Data Management
•Data Analytics

Advance Analytics & 
ICM Project

Retail 
Mass

Retail 
Private

Micro

Retail 
Priority

Business Process Reengineering (BPR) is the Building Block to Digitize our Processes…



4

Consistent 
Decisioning

Digital 
Lending 

Ready

Transparency

Champion 
Challenger

Simplified
Process

CAPABILITIES

… and Equipped Mandiri with Capabilities to Continuously Improve Retail Lending 
Processes

BPR

G O A L

Better Customer 
Experience

Straight Through 
Processing

Robust Risk  
Management



Incoming 
Application
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BPR Brings Efficiency and Allows the Bank to do Straight Through Processing For Credit 
Card

“Auto Decision”

5 
Days

1,4 
Days

0%
77%

“TAT Acceleration”

5 
Days

5 
Days

1 Day

“Productivity Growth” “FTE Efficiency”

125% 40%

Initiation

Data Entry

Verification

Decision

100%

98%

67%

Old Process

23%

BPR Process

281 281 241 217 198 165

208
269

313
360

393
453

2018
Start Piloting

2018
National Roll

out

2019 (Q1-Q2) 2019 (Q4) 2020 (Q1)* 2020 (Q3)*

Full Time Employee (FTE) Efficiency

# Employee # Monthly Application/FTE

2nd largest 
Credit Card
Portfolio in 
Indonesia

100%

*) projection

5 
Days

1,4 
Days

19%
37%

“Approval Rate”

5 
Days

3.04%

1.86%

“Non-Performing Loan”

5 
Days

4.47%

3.39%

“Vintage 30+ @MoB 6”
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What We Have Done So Far for Mortgage and Personal loan …

Same day approval 
using BPR process

Turn Around Time 
ImprovementCut by 

Half
Twice 

as Fast

20% coverage of BPR implementation

Mortgage Personal Loan

Average duration from 
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RELEASE 

1

RELEASE 

2

RELEASE 

3

RELEASE 

4

START

RELEASE 

X

RELEASE 

Y

Credit Cards

Personal Loan & 
Mortgage

Collection for Credit Cards, 
Personal Loan & Mortgage

SME On Boarding & Collection

Wholesale Onboarding
(Corporate & Commercial)

Subsidiaries

We are on Track to bring Credit Card Transformation Journey to other Retail Lending 
and Beyond

This is Just the Beginning…


