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In the pursuit of innovative and practical learning environments,
the concept of a campus-based thematic banking café has
emerged as a promising initiative that integrates education,
entrepreneurship, and financial literacy. This research analyzes
the decision-making process behind the implementation of such
a café¢ using the Analytical Hierarchy Process (AHP)
methodology. The aim is to identify and prioritize key factors
that influence the feasibility and success of the initiative within
a university setting. A hierarchical decision model was
developed, incorporating five main criteria: educational impact,
financial feasibility, operational sustainability, stakeholder
support, and technological integration. Through pairwise
comparisons and expert input from university stakeholders,
including academic staff, students, financial managers, and
banking partners, priority weights were calculated for each
criterion using AHP. The results show that educational impact
is the most critical factor, emphasizing the role of the café in
supporting academic goals and experiential learning. Financial
feasibility and operational sustainability also received
significant attention, while technological integration and
stakeholder support were found to be important but secondary
considerations. The findings demonstrate that AHP is an
effective tool for multi-criteria decision-making in higher
education contexts. It enables universities to align diverse
perspectives and justify strategic decisions through a structured
and transparent framework. This study offers a practical
reference for educational institutions considering similar
campus-based initiatives and highlights the potential for cross-
sector partnerships to enhance student learning experiences.

INTRODUCTION

The banking industry is currently undergoing a massive transformation driven by the rapid
development of technology and evolving consumer behaviors. In today’s digital era, customers
demand financial services that are fast, seamless, and accessible anytime and anywhere. As a result,
digital banking has emerged as a core component of modern banking operations (Khon, Nizam, Tan,
and Taraporevala, McKinsey 2022). The growing presence of fintech startups and disruptive digital
platforms has further intensified market competition, compelling conventional banks to accelerate
their transformation initiatives to remain relevant (Diener & Spacek, 2021).
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Despite the rise of digital banking, a significant portion of the Indonesian population continues
to rely on traditional banks, valuing their credibility, security, and personalized service. According to
Romero (2023), while more than 72 million users across major banks in Indonesia, including Bank
Negara Indonesia (BNI), are actively using digital platforms, 53% of Indonesians still favor
traditional banks as their primary banking providers. Physical branches remain indispensable,
especially for services that benefit from direct interaction, such as financial consultations and problem
resolution (Khon, Nizam, Tan, and Taraporevala, McKinsey 2022).

In response to these dual demands, BNI introduced a Aybrid banking concept in 2023 that
merges physical branch services with digital banking innovations. This approach aims to offer a more
flexible, user-centric experience and is part of BNI’s broader corporate strategy to modernize
operations while sustaining customer loyalty.

One of the flagship initiatives under this hybrid model is the Campus-Based Thematic Banking
Café, a concept developed specifically for academic settings like Universitas Trisakti. The Banking
Café is designed as an innovative space where banking services intersect with educational
engagement. It offers more than transactional services; it is also utilized as an instrument to
disseminate financial education and initiate discussions on digital finance. This two-in-one concept
offers students, faculty, and staff a unique banking experience.

To successfully implement a themed Banking Café, several strategic decisions must be made.
Multicriteria Decision-Making (MCDM) methods are effective tools for managing such complexity,
with the Analytical Hierarchy Process (AHP) being a well-established approach in this area. AHP
assists in systematizing the evaluation of multiple criteria and stakeholder perspectives to arrive at
the most suitable strategic orientation (Saaty & Vargas, 2012). Since AHP is capable of handling
complex and multiple criteria problems (Vaidya & Kumar, 2006), it is widely used in business and
management research.

This research presents a case study of the BNI Sub-Branch Office at Campus A, Universitas
Trisakti, to illustrate how AHP can be utilized to reach strategic decisions within the banking system.
Using this approach, stakeholders can weigh essential factors such as student and faculty preferences,
operational feasibility, and the integration of digital and physical services. The results of this analysis
will contribute creatively to the implementation model of the Banking Café and enhance its strategic
role in today's fast-changing and digitally competitive environment.

Furthermore, the presence of a Banking Café on campus positions BNI as a progressive bank
responding to industry development while advancing financial literacy and independence among
youth. Given the significance of this market segment, a deeper understanding of the needs, behaviors,
and expectations of students is crucial for long-term success. The findings emphasize the importance
of a stakeholder-driven decision-making process that actively involves students, faculty, and campus
staff to ensure the initiative remains relevant, inclusive, and effective.

In general, this study analyzes the decision-making process undertaken by BNI in implementing
the Campus-Based Thematic Banking Cafe, using the AHP approach. Through the case of BNI's
Trisakti Campus A branch, this research seeks to contribute knowledge on innovative banking
formats and their potential future development by traditional banks amid ongoing digital
transformation.

PT Bank Negara Indonesia (Persero) Tbk, commonly known as BNI, was established on July
5, 1946. It is Indonesia’s first state-owned bank and has grown to become one of the largest financial
institutions in the country. BNI offers a wide range of financial products for both retail and corporate
customers. As of 2023, BNI operates 17 regional offices, 195 branch offices, 1,586 sub-branch
offices, and 13,390 ATMs and CRMs.

Since April 2021, BNI has embarked on a corporate transformation journey aimed at achieving
operational excellence, enhancing customer experience, and improving competitiveness in the
dynamic financial services sector. This transformation agenda continues with a focus on
standardizing and digitalizing end-to-end credit processes, revitalizing branch formats, expanding
international networks—including the opening of a representative office in Amsterdam—and
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integrating state-of-the-art digital banking solutions such as BNI Mobile Banking and Cash
Management.

Branch Format Revitalization, one of BNI’s key corporate transformation initiatives, introduces
new branch concepts designed to improve comfort, accessibility, and service quality. These formats
include Super Flagship, Business Flagship, Digital-First, and Thematic Branches, offering a faster,
more personalized, and more comprehensive banking experience.

Previous studies have examined digital banking and customer experience in the financial sector,
but they often focus solely on traditional or fully digital models without exploring integrated
approaches. For example, Khon et al. (2022) highlight the rapid transformation of the banking
industry due to fintech and digital banking but do not examine how hybrid models like the Banking
Café can address the needs of both digital-savvy and traditional customers. Likewise, Diener and
Spacek (2021) discuss competition and digital disruption in banking, yet overlook how educational
settings can be leveraged to foster innovation, customer loyalty, and financial literacy.

This study aims to analyze the decision-making criteria involved in implementing the BNI
Banking Café using the Analytical Hierarchy Process (AHP) and to identify the optimal strategy for
its successful and sustainable operation. The research offers valuable insights into the integration of
digital and physical banking services, enhancing the banking experience for university communities.

RESEARCH METHODOLOGY
Research Design

This research applies a multi-criteria decision-making method using the Technique for Order
of Preference by Similarity to Ideal Solution (TOPSIS) to identify dominant factors for the
implementation of the BNI Banking Café at Trisakti University Campus A. The use of the TOPSIS
method is justified due to its ability to address complex decisions involving multiple criteria with
varying levels of preference.

This study employs a qualitative approach combined with simple quantitative analysis to
capture the perspectives of students and lecturers regarding the BNI Banking Café. A mixed-methods
approach was selected as it allows for the inclusion of both numerical and narrative data, contributing
to rich and detailed research findings.

A case study was employed as the research strategy, with the BNI Branch Office at Trisakti
University Campus A serving as the unit of analysis. The rationale for selecting this venue lies in the
trial of a new-format Banking Café, which began operating as a pilot in July 2023. This location
provides an ideal environment to assess how effectively the hybrid service model functions. Case
studies enable in-depth investigation of phenomena within a specific context and are suitable for
addressing complex issues, such as the interaction between service design and user behavior
(Harrison et al., 2017).
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Research Focus / Objectives
(Identify key decision-making criteria & optimal strategy
for implementing BNI Banking Caf¢)

Research Strategy : Case Study
(BNI Sub-Branch Universitas Trisakti Campus A)

Research Approach
(AHP / Multi-Criteria Decision Making)

Data Collection Methods
(Primary & Secondary Data)

Data Analysis

Research Output

Figure 1. Research Design
Source: Author (2025)

Data Collection Method

The data collection for this study combines primary and secondary data sources to provide a
comprehensive understanding of the BNI Banking Café implementation at Universitas Trisakti.
Primary data was collected through semi-structured interviews conducted with two key groups:
students, faculty, and university staff who have direct experience using the Banking Café services;
and BNI management experts involved in the design and planning of the project. The interviews aim
to gather insights into user perceptions, operational challenges, and the effectiveness of the hybrid
banking model.

Secondary data includes historical banking transaction records from the campus branch, both
before and after the implementation of the Banking Café. This data is used to evaluate the impact of
the Banking Café on transaction behavior and to assess changes in the use of digital and conventional
banking services within the university community.

Data Analysis Method

Qualitative data analysis was conducted systematically to produce meaningful findings from
in-depth interviews with students and faculty. This methodology followed an established qualitative
research framework to ensure the trustworthiness and validity of the findings, as suggested by
Creswell (2014). Data preparation began with detailed note-taking to capture initial impressions and
key information. This was followed by the identification of major issues related to the findings.

Themes were generated by organizing related categories, allowing the analysis to focus on
core elements relevant to the research questions and highlighting the essential features of the
interviews.

RESULTS AND DISCUSSION

This research employs the Analytical Hierarchy Process (AHP) approach to examine decision-
making related to establishing campus-based thematic cafe banks. AHP is a systematic method that
helps structure and assess complex decisions by comparing different criteria and options in pairs. The
primary goal of this study is to identify the key criteria and select the optimal alternative for
implementing thematic cafe banks. The evaluation criteria consist of factors such as transaction
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volume, foot traffic, and service quality. The alternatives assessed cover a range of operational
models and potential campus locations. Through the pairwise comparison process, the priority of each
criteria is determined based on its level of importance to the main objective. For example, the
financial aspect can be considered more important than other aspects, so it gets a higher priority
weight. Furthermore, each alternative is evaluated against each criterion to determine an overall score.

Table 1. Urgency of the Business Issue

Problem Timing Trend Impact Process
Low customer engagement and number of transactions H H H DA
Misalignment between Banking Cafe design/services and H H H DA
student/lecturer expectations

Ineffective communication of added value compared to digital H H H DA
banking alternatives

Insufficient staff readiness and customer service orientation for H H H DA
advisory/concierge roles

Underutilized or misunderstood digital tools and e-channel H H H DA

features

Interview Result

The first step in our research is to gather the criteria and options for our goal, which is to assess
the implementation of a banking café at Trisakti University to address a business problem. According
to Thomas Saaty in his 1980 book, he suggests that the Analytic Hierarchy Process (AHP) should
involve a minimum of 2 to 15 experts, depending on how complex the decision is. In this study,
considering the medium size of the organization, we will collect information from 9 key informants.
These informants will be divided into 3 stakeholders and 6 customers, representing 3 different roles
within the university as follow :

Table 2. Participants of Interview

Participants Position

Novian Prasetyo Distribution and Network Service Dept.
Head - BNI

R.M. Bambang Regional Business Development Head
BNI

Hani Novianti Sub Branch Manager - BNI

Prof. Muhammad Zilal FEB Lectures

Prof. Eleonora Sofilda FEB Lectures

Fajar Melati Vice Dean Assistant

Nita S. Purba Student

Edso Yudistira Student

Linda Anggraeni Student

Table 3. Interview Result (Expert)
Expert
Novian Prasetyo R.M. Bambang
What is the main background The thematic banking café is part ~ From our side at Regional
behind BNI's decision to initiate the of BNI’s network and distribution =~ Business and Digital
concept of a thematic banking café  transformation initiative. The idea  Development, the thematic

Question

on campus? is to present a banking service banking café was designed
model that is more relevant and to act as a bridge between
connected to the younger our physical presence and
generation, particularly students. our digital services. We
By combining banking services realize that younger
with a collaborative and casual generations prefer self-

space, we aim to create a financial service digital banking, but
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ecosystem that integrates
seamlessly with academic and
social activities on campus. It also
aligns with our broader strategy to
promote digitalization and
financial inclusion among

we also understand the
importance of maintaining
physical touchpoints for
brand presence and trust-
building. The café provides
a soft entry point for

Millennials and Gen Z.

students and lecturers to
engage with BNI’s full
range of digital solutions,
while also maintaining
human interaction when
necessary.

What key factors
are considered
when selecting a
campus location
for implementing

We have several main criteria
that we analyze. First,
accessibility—the café¢ must be
casily accessible for students and
campus staff. Second, we

We prioritized several aspects: 1. Digital
Engagement Potential: Whether the campus
population is receptive to using mobile and
internet banking services. 2. Location Synergy:
The café must be located where digital

the banking café?  evaluate the market potential, promotions can have maximum exposure, such

such as the size of the campus as near student hubs. 3. Collaborative
community and the level of daily ~ Opportunities: Opportunities to collaborate
activity. Third, the institutional with faculties or student bodies for financial
support from university education campaigns. We applied an internal
management is crucial for long- decision-making model, supported by AHP
term success. And lastly, the analysis, to objectively weigh these factors
supporting infrastructure like before finalizing the site and service concepts.
internet facilities and space
availability. To prioritize these
factors, we apply the Analytical
Hierarchy Process (AHP) to
structure and weigh them
objectively.

What strategies =~ We use several approaches. We launched a hybrid

have been First, we integrate our digital strategy: 1. Digital

applied to banking services like BNI onboarding station:

optimize visitor
traffic and
service usage at
the banking
café?

Mobile Banking to create a
seamless digital-physical
experience. We also organize
financial literacy workshops
and seminars targeted at
students. Moreover, we
collaborate actively with
student organizations to host
joint events, making the café a
lively center of activities.
Finally, we offer promotional
programs to incentivize usage
among campus communities.

Inside the café, we
provided areas where
users can open accounts
and activate BNI Mobile
Banking independently.
2. Gamified promotions:
Rewards and cashback
programs were linked to
the usage of BNI digital
apps, especially for
transactions initiated
from the café. 3.
Financial literacy series:
We arranged talk shows
and mini-seminars about
digital finance
management directly
inside the café
environment. The goal is
simple—to make digital
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banking feel natural and
beneficial to campus life.

What are the
biggest challenges
during the
implementation
and operational
phase?

One major challenge is cultural
adaptation. Integrating a banking
service into a dynamic academic
environment requires flexibility
and understanding. We also face
the challenge of user education—
ensuring that students and
lecturers are aware of and
understand the services offered.
Additionally, resource allocation
is important—ensuring that we
have staff members who are
competent and empathetic to
campus Users.

The biggest challenge is the
behavioral gap. Many
students are familiar with
digital applications but may
not immediately associate a
banking app with
something exciting or
necessary. Another
challenge is maintaining
user retention after
onboarding. We have to
continuously engage them,
or they will forget the
banking app quickly after
opening it.

How does BNI
evaluate the
success of the
banking café, and
what are the
future plans?

We conduct regular evaluations
on visitor volume, service usage
rates, and customer feedback.

Going forward, we plan to expand

the thematic banking café model
to other universities with high
potential. We also aim to enhance
the concept with added features
such as co-working spaces and
digital finance education hubs to
stay relevant to the campus
environment.

We believe sustainability
comes from continuous
integration between the café
experience and our digital
ecosystem. In the near
future, we plan to: ¢ Link
the café with BNI loyalty
programs and merchant
networks. ¢ Develop
“campus ambassador”
programs, where selected
students promote BNI
digital products. *
Customize offers based on
user behavior data collected
ethically from café
engagement. These actions
will strengthen the café as
both a community hub and
a digital banking gateway.

From your
personal
viewpoint, what is
the key success
factor for the

In my view, the success depends
heavily on strong collaboration
with the university and the ability
to continuously adapt to student
and lecturer needs. If we

In my opinion, success
depends on how well we
blend lifestyle and banking
into one seamless
experience. If students see

thematic banking understand and respond to their the banking café not only as
café? expectations, we can ensure the a place to conduct
banking café remains a valuable transactions but as part of
and sustainable presence on their daily campus routine
campus. for studying, networking,
relaxing—while naturally
being exposed to financial
tools—then we are on the
right path.
Table 4. Interview Result (Stakeholder)
Question Stakeholder
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Hani Prof. Prof. Nita S. Edson Linda
Novianti -  Muhammad Eleonora Purba-  Yudistira- Anggraeni
BNI Sub- Zilal Sofilda - Student Student - Student
Branch Hamzah - Lecturer
Manager Lecturer
Whatis your Itisagood  It’screative, Fits student Looks Attractive Casual and
view on the  innovation to but I feel lifestyle, but modern design, friendly
role of the bring uncomfortabl  the noisy and seemed design, but
banking services e due to the environment stylish, more likea  doesn’t feel
café? closer to the lack of reduces but I hangout spot like a
campus, but  privacy in the comfort. wasn’t than a bank.  banking
the impact is  open setting. sure it space.
still below was for
optimal in banking.
terms of
traffic and
transactions.
What Accessibility Needs to Should Tuse No attractive Came with
factors are , comfort, support balance mobile offers yet; a friend, but
prioritized customer financial lifestyle with  banking,  services just used
or expected  service,and literacy, professional but I’d go  should be Wi-Fi;
in integration couldactasa banking if there clearly didn’t
operations?  with BNI financial standards. were promoted. transact.
digital simulator and special
services. career hub. events.
Are Facilities No; privacy Comfortable Accessibl  Good for Great for
accessibility, like Wi-Fi is for gatherings, e and chilling, socializing,
facility and seating ~ compromised not for comfy, awkward for too noisy
comfort, and are . More transactions. but too banking. for personal
service appealing, secluded Needs zoning. casual for banking.
convenience but not yet areas are banking.
satisfactory? effectivein  needed.
driving
transactions.
What would More joint Embed Evolve with Career Internships,  Resume
make the programs financial lifestyle but events, seminars on  clinics,
café more and events to  programs, improve job info salary career-
relevant or increase career customer — make  management related
attractive? traffic. workshops, journey and it areal talks, and
simulations. zoning. info hub. job fair
connections
Have you Yes, but Visited but Tried but felt ~ Not yet. Only visited  Visited
used the walk-in avoided uncomfortable Prefer for coffee. once, didn’t
banking café transactions transacting ;nowrelyon  online transact.
for are low. due to lack of mobile services.
transactions privacy. banking.
9
Suggestions  Promotions, Makecaféa  Improve Add job Teach Provide
or hybrid platform for ~ zoning and boards, saving, offer student
development banking education and personalize financial  internships.  developmen
plans? experience, financial services. sessions. t programs
adjusted simulation. and partner
service with
hours, companies.
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student
events.

Based on the in-depth interviews conducted with two key experts from PT Bank Negara
Indonesia (Persero) Tbk, three major criteria emerged as crucial for the successful implementation of
a thematic banking café on campus. Infrastructure, Digital Engagement, and Institutional were
consistently highlighted as strategic factors influencing the decision-making process. Each criterion
was not only emphasized individually by the experts but also demonstrated interconnectivity in
ensuring the café's effectiveness and sustainability.

Infrastructure, refers to the physical and technological readiness of the campus environment.
Expert 1 (Novian Prasetyo) stressed that accessibility, internet facilities, and space availability are
essential for establishing a conducive banking café atmosphere. Without adequate infrastructure, the
integration of digital services and the overall user experience would be compromised. This aligns
with BNI's objective to create a hybrid environment where traditional and digital banking experiences
merge seamlessly.

Digital Engagement, captures the campus community's responsiveness to digital banking
services. Expert 2 (R.M. Bambang) emphasized that students must not only be familiar with
technology but also be motivated to actively use mobile banking platforms. In Universitas Trisakti,
this factor was seen as critical in choosing the location, as the digital behavior of the student body
influenced both marketing strategies and service design. Digital engagement is not only a tool for
initial adoption but also a driver for continuous interaction with the banking ecosystem.

Institutional Support, is tied to the level of cooperation and endorsement provided by the
university. Both experts agreed that long-term success depends heavily on the collaboration between
BNI and the campus. Institutional backing facilitates smoother implementation, helps build trust with
the academic community, and opens opportunities for educational partnerships such as financial
literacy programs and student ambassador initiatives. Strong institutional support also contributes to
better brand presence and community integration.

From the stakeholder interviews, three main variables were identified to be included in the AHP
model: Job Fit, Career Opportunities, and Work Environment/Culture. These variables repeatedly
surfaced as the interviewee’s thought about their preferences, motivations, and factors relevant to
career choice.

Matched To Job was next in importance, due in part to the participant’s emphasis on needing
to meet certain criteria in terms of personal background, interests, and skill-set to perform well in the
role. They demonstrated a very strong preference for positions that entail communication, social
interaction and creativity, and they want work that's interesting and engaging. This would indicate
that something must match very well with who you are and what you want to spend your time doing
for it to even be worth a second look.

The second most significant factor revealed was Career Development Prospects. The
interviewee emphasized the importance of continuous study, professional development and the ability
to realize longer-term career aspirations. There was a clear aspiration to develop competencies
beyond current qualifications and to seek environments where those ambitions are supported. This
suggests that job roles or institutions that invest in employee development, provide access to new
challenges, or offer training and advancement paths will be prioritized.

Work Environment / Culture, reflects the interviewee’s concern for organizational values,
leadership style, and the overall work atmosphere. The individual noted the significance of flexibility,
mutual respect, and ethical practices in a workplace, indicating that comfort and compatibility with
the work environment are essential. This criterion underscores the need for a healthy and supportive
culture where the interviewee can thrive emotionally and socially.

Analytical Hierarchy Process
Based on the interview, the researcher can conclude the 6 criteria and 3 alternative for weight
scoring with AHP method as follow:
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Figure 2. AHP Hierarchy

The attribute definition form 6 criteria when deciding related to the implementation of the thematic
banking cafe, as follow:

1.

Infrastructure

Infrastructure refers to the quality and availability of supporting facilities, such as high-speed
internet, electricity, and suitable physical space for both the café and banking operations. A
reliable internet connection is particularly essential, as it supports BNI’s digital services like
mobile banking activation, DIGI CS transactions, and digital onboarding stations. Expert 1
emphasized that a location lacking in supporting infrastructure could undermine the user
experience and limit the effectiveness of service delivery. Therefore, campuses with strong
infrastructure and easily accessible points offer a more strategic advantage.

Digital Engagement

Digital engagement refers to the likelihood of this population adopting and interacting with
BNI’s digital platforms. As highlighted by Expert 2, younger generations are generally
familiar with digital tools, but this does not automatically translate into active use of digital
banking. Therefore, campuses where students already exhibit strong digital behavior (such as
high internet and smartphone penetration, frequent use of e-wallets or digital services) are
more promising environments for promoting financial literacy and encouraging digital
banking adoption. The synergy between potential user base and digital behavior is key to
driving both café visits and digital transactions.

Institutional Support

Institutional support refers to the level of openness and strategic alignment between the
university and BNI. Expert 1 stated that long-term success of the thematic banking café
depends heavily on how well the bank can build a collaborative relationship with the academic
institution. This includes getting administrative permission, integrating café functions with
student services, and maintaining consistent communication with university leaders.

Job Suitability

From the interview, it is clear that the respondent places importance on finding a role that
matches their capabilities and aspirations. They emphasize the importance of personal interest
and passion when considering job opportunities. For example, they mention specific areas
they feel more confident or enthusiastic about. This indicates that a good "fit" between the job
content and the individual’s personal profile is crucial for decision-making. Including this
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criterion ensures that the chosen alternative will likely lead to better performance, satisfaction,
and motivation.

Career Development Opportunities

The interviewee expressed a desire for continuous self-improvement and long-term
professional advancement. They referred to gaining new skills and experiences as an
important aspect of their future career. This reflects a preference for environments that not
only value current capabilities but also invest in their employees’ development. By including
this criterion, we recognize that individuals are not only looking for a job that suits them now
but also one that supports their progress in the future.

Work Environment / Culture

The interview revealed several insights about the type of work culture the respondent prefers.
They mentioned leadership expectations, communication preferences, and how they respond
to different management approaches. A healthy and supportive work environment often leads
to higher job satisfaction, reduced stress, and greater loyalty. For this reason, organizational
culture becomes a key factor in the decision-making process. Whether an individual thrives
in a fast-paced, collaborative startup or a structured, hierarchical government institution can
greatly influence their job success and well-being.

Determine Weight Criteria

In this study, the pairwise comparison was applied to analyze the decision-making criteria

involved in implementing a campus-based thematic banking café. Based on interviews with domain
experts, six key criteria were identified as essential for evaluating potential campus sites and
implementation strategies :

Infrastructure

Digital Engagement

Institutional Support

Job Suitability

Career Development Opportunities
Work Environment / Culture

To determine the relative importance of these six criteria, a pairwise comparison matrix was

constructed using Saaty’s fundamental scale. Experts compared the importance of one criterion
against another, and the results were compiled into a reciprocal matrix.

Table S. pairwise comparison matrix

Criteria Infra Digital Instit. Job Suit. Career Dev. Work Env
Infrastructure 1 2 3 4 4 4
Digital Engagement  1/2 1 2 3 3 3
Institutional Support 1/3 1/2 1 2 2 2
Job Suitability 1/4 1/3 1/2 1 2 2
Career Development 1/4 1/3 1/2 1/2 1 2
Work Environment  1/4 1/3 1/2 1/2 1/2 1

The matrix was then normalized, and the average of each row was calculated to generate the priority
vector (i.e., weight) of each criterion.

Table 6. pairwise comparison matrix

Criteria Infra Digital Instit. Job Suit. Career Dev. Work Env
Infrastructure 0.3872  0.4444 0.4000 0.3636 0.3200 0.2857
Digital Engagement  0.1936 0.2222 0.2667 0.2727 0.2400 0.2143
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Institutional Support 0.1290 0.1111 0.1333 0.1818 0.1600 0.1429
Job Suitability 0.0968 0.0741 0.0667 0.0909 0.1600 0.1429
Career Development 0.0968 0.0741 0.0667 0.0455 0.0800 0.1429
Work Environment  0.0968 0.0741 0.0667 0.0455 0.0400 0.0714

To ensure that the pairwise comparisons were logically consistent, a consistency analysis was
conducted. The steps are as follows:
e A<sub>max</sub> (Maximum Eigenvalue) = 6.175
e Consistency Index (CI) = (A<sub>max</sub>-n)/(n- 1)
=(6.175-6)/(6 - 1)=0.035
e Random Index (RI) forn=61s 1.24
e Consistency Ratio (CR) =CI/RI=0.028

Since the Consistency Ratio is less than 0.1, the pairwise comparison matrix is consistent, and the

priority weights can be accepted as reliable. After normalizing the matrix and calculating the average
of each row, the priority vector (weights) was obtained:

Resulting Priorities

Cat Priority Rank
1 Infrastructure 35.8% | 1
2 Digital Engagement 24.5% 2
3 Institutional Support 11.5% 4
- Job Suitability 12.3% 3
5 Career Development 9.3% 5

6 Work Environment / Culture 6.6% 6

Figure 3. Main Criteria Ranking

The results of the AHP analysis indicate that Infrastructure is the most influential factor in
the decision to implement a thematic banking café. This includes the availability of high-speed
internet, electricity, and suitable physical space factors that are essential for supporting BNI’s digital
banking services such as mobile banking, DIGI CS payments, and onboarding systems.

Digital Engagement is the second most important criterion, reflecting the importance of choosing
campuses with high levels of student familiarity and interaction with digital tools, which is critical
for driving digital financial literacy and usage.

Institutional Support ranks third, signifying the importance of administrative alignment,
permissions, and partnerships between the bank and the university. Meanwhile, Job Suitability,
Career Development, and Work Environment are also considered, but their weights are relatively
lower. These factors are more relevant to internal HR considerations than external implementation
feasibility.

According to the AHP performed, Infrastructure, being ranked first at 0.3668, it is remarkably
a long way ahead than other factors like Digital Engagement (0.2349) and Institutional Support
(0.1430). These findings show that the readiness of infrastructure is crucial to the success and
continuance of the BNI Banking Café program. To further examine this condition, alternative
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campus sites were compared in terms of infrastructure quality, with expert judgments and linearly
normalized scores.

Three potential campuses were evaluated in the selection process according to their available
infrastructure. These are factors such as availability of dependable high-speed internet, 24hr power,
and convenient physical environments for banking/cafes. For infrastructure, each campus was scored
from 1 to 9 using the scale provided in Table 2, and then multiplied by its associated weight of 0.3668
to find the weighted score for that selection. This approach was applied to all other criteria and the
sum of weighted scores provided the final ranking.

When the aggregate weight of all six criteria were calculated, the campus with the highest
aggregate weighted score on Infrastructure demonstrated a strong lead in the overall rankings. It
appears that campuses with 'superior' infrastructure are the best candidates for early deployment.
These campuses not only provide technical feasibility but also reduce the risk of operational issues,
enhance user satisfaction, and enable seamless integration with BNI’s digital banking services, such
as DIGI CS payments and mobile banking onboarding.

The AHP results indicate that Infrastructure holds the highest weight (0.3668) among all six
decision criteria. This means that the most effective and sustainable strategy for implementing the
BNI Banking Caf¢ is to prioritize campuses with strong and reliable infrastructure. This includes:

e High-speed internet connectivity

o Stable electricity supply

e Appropriate and accessible physical space for the café and banking operations
These infrastructural elements are not only essential for supporting digital banking services (e.g.,
mobile banking, DIGI CS, onboarding) but also ensure smooth operations and a positive user
experience from day one.
By selecting campuses with solid infrastructure, BNI can:

e Minimize operational disruptions

e Maximize user satisfaction and engagement

e Accelerate digital adoption among students

o Create a replicable model for future expansion
Therefore, infrastructure readiness should be the primary strategic focus to ensure the success and
sustainability of the BNI Banking Caf¢ initiative.

Selection of Best Alternative Solution

Once the importance of each criterion has been determined, we employ the Analytic Hierarchy
Process (AHP) to identify the best alternative. The individual who administered the questionnaire
will also carry out a pairwise comparison, ensuring consistency based on a previously established
scale. AHP utilizes a hierarchical structure to compute the rankings for each criterion and integrates
these rankings of the alternatives to identify the optimal solution. Updated explanations for each
criterion and alternative will be provided accordingly.
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Figure 5. Best Alternative Solution

Detailed position analysis of the weight distribution for each alternative solution in the
implementation of the Thematic Banking Café based on the informants’ choices and AHP weight
results shown in the figure 4 and 54 above as follow :

1. Enhance Digital Facilities and Café Space Theme (39.8%) — Most Preferred Alternative. This
alternative received the highest global weight, suggesting it is considered the most effective
solution among informants. The strong preference likely reflects the growing digital behavior
of campus users, especially students, who expect modern, functional, and comfortable spaces
for both banking and social interaction. High contributions to this preference come from
Infrastructure (0.438) and Digital Engagement (0.427), showing that the physical and digital
environment is central in how users assess the value of the café. Informants (likely students
and young lecturers) may feel that digital facilities like smart kiosks, integrated screens, or
thematic seating zones improve their daily experience and increase the café's attractiveness.

2. Banking / Financial Training or Seminar (34.7%) — Second Priority. This alternative is highly
valued, especially for its role in long-term benefits like skill improvement and job readiness.
It received strong influence from criteria such as :

e Job Suitability (0.355)

e (Career Development (0.477)

e Institutional Support (0.295)
Informants possibly university staff and students appreciate the added value of career-related
events, internships, or certifications offered in the café. However, despite its long-term
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benefit, it may be seen as less urgent or less tangible compared to digital facility upgrades,
which are more visible and experiential.

3. Collaborate with Institution (25.5%) — Least Preferred. Even though collaboration with the
university sounds strategic, it has the lowest global priority among alternatives. This
alternative had weaker weight values across almost all criteria, with the highest being only
0.308 from Career Development, and lower from Infrastructure (0.241) and Digital
Engagement (0.191). This might indicate that informants feel collaboration is already
happening at a minimum level or that it brings less direct impact to daily user experience
compared to physical/digital improvements. Also, collaboration may depend more on
institutional decision-making and is outside the influence of students or casual users, making
it feel more passive or abstract.

Potential Problem Analysis

In the implementation of campus-based thematic banking cafés, several potential problems may
arise that could impact the project's effectiveness and sustainability. These problems typically stem
from the mismatch between user behavior, institutional readiness, and operational demands. Based
on expert interviews, two critical problems identified are (1) low user engagement with digital
banking services and (2) limited cultural integration of the café into campus life. To mitigate these
risks, preventive strategies such as early-stage financial education campaigns, active collaboration
with university stakeholders, and digital onboarding initiatives must be applied. Additionally,
contingency plans should be in place to respond swiftly if these issues materialize.

Table 7. Potential Problem Analysis

Possible Cause Preventive Action
a. Lack of awareness or  a. Launch targeted
promotion digital marketing
campaigns
b. Conduct pre-launch
surveys to align
offerings
c. Involve student
representatives in co-
design process
a. Initiate early
engagement with
campus leadership

Potential Problem
Low student usage of
the café

Contingency Plan
a. Offer limited-time
incentives to attract first-
time users
b. Adjust service menu
based on feedback (agile
service model)
c. Relocate digital
activation booths to high-
traffic zones
a. Redirect efforts to
more responsive
departments or faculties

b. Services offered do
not match student needs

c. Unappealing location
or design

Delayed or limited
institutional support

a. Bureaucratic approval
takes too long

b. Misalignment
between BNI goals and
campus vision

b. Present mutual benefit
proposals (e.g., financial
literacy programs)

b. Shift model to focus
on community service
rather than full
commercial ops

c. Resistance to private
sector branding on
campus

c. Propose co-branding
strategies and CSR-
based positioning

c. Switch to a temporary,
event-based format to
build early traction

Misalignment of job
suitability

a. Lack of clear
understanding of job
requirements

a. Ensure comprehensive
job description and
interview preparation

a. Provide additional
training or job
shadowing for
adjustment

b. Insufficient
communication between
hiring managers and
candidates

b. Foster clear and open
communication during
recruitment process

b. Offer reassessment of
role fit after a
probationary period

c. Unclear expectations
set during interviews

c¢. Provide structured
interview guidelines to

c. Adjust job
responsibilities and
reassign tasks as needed
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assess candidate

capabilities
Limited career a. Slow organizational a. Promote continuous a. Look for external
development growth change or rigid professional development
hierarchical structure development and opportunities or side
mentoring projects

b. Lack of leadership

b. Establish a formal

b. Encourage leadership

support for employee mentorship program to provide more career
advancement guidance
c. Inadequate career c. Create transparent c. Explore lateral
advancement pathways for career movement Or Cross-
opportunities progression functional projects
Unfit work a. Discrepancy between  a. Conduct thorough a. Request a trial period
environment/culture personal values and research on the or temporary assignment
company values company's culture before to evaluate fit
deciding
b. Lack of diversity and  b. Promote diversity and  b. Seek to transfer to
inclusivity in the inclusivity policies another team or
workplace department if necessary
c. Incompatibility with c. Offer team-building c. Consider seeking an
team dynamics activities and regular alternative role in a
feedback sessions different team
CONCLUSION

In conclusion, this research effectively addresses the research questions concerning the key
criteria influencing decision-making in the implementation of the BNI Banking Café using the
Analytical Hierarchy Process (AHP). The findings reveal that infrastructure emerged as the most
critical factor, followed by digital engagement, institutional support, job suitability, career
development opportunities, and the work environment. The 4HP method provided a reliable means
of quantifying expert opinions, with a strong consistency ratio confirming the robustness of the
results.

Regarding the optimal strategy for the successful and sustainable implementation of the BNI
Banking Café, the research identifies enhancing digital facilities and café space as the most preferred
alternative, followed by banking/financial training and seminars. Collaboration with the institution,
though strategic, was ranked as the least preferred option. These results offer valuable insights into
the priorities and strategies necessary for the effective implementation of hybrid banking services
within educational settings.

Future research could explore the long-term impact of the Banking Café on student engagement,
digital literacy, and financial behavior, particularly in assessing whether the model influences
students’ financial decision-making and the broader adoption of digital banking within the university
community.
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