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As one of the banks with the largest market capitalization in Southeast Asia, BCA continues to develop and provide
banking solutions for its customers. The service quality we deliver covers security, comfort, reliability, and easy access
to banking transactions. BCA's strategies for improving service quality includes:

e Developing its Human resource competencies and capabilities;

e Optimizing its digital network systems, internet services and social media;

e Strengthening the solution center;
e Developing digital banking services;

e Instilling an innovation culture to continuously create new technology;
e Establishing a Digital Service Center Unit for digital service operations.
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One of BCA's commitivents to providing equal
services is manifested by locating 19 ATM
Wicara in seven cities namely DKI Jakarta,
Bandung. Tangerang. Magelang. Yogyakarta,
Cilegon, and Malang o ease the access for
cusfomers with disabilities. [7514] 0
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BCA continued to provide the maximum possible
service during the COVID-19 pandemic and
established several service adjustivent policies so
that customers could make transactions remotely
without having to come to the branch. These
policies were contained in Decree No. 048/5K/
DIR/2020 dated March 22. 2020 concerning
KeyBCA Limit Changes for Fund Transfer
Transactions using KlikBCA Individu. ”
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Customer Satisfaction Survey [102-43]
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One method of determining the banking services quality and performance is through customer satisfaction surveys.
Customer satisfaction surveys are conducted annually by independent parties. The method used assesses the
customer engagement and branch service quality by telephone. The customer engagement survey was conducted

using the international Gallup method.
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