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Abstract 

In today's world of fast-changing technology, digital transformation is essential for the 

Islamic banking sector. However, using artificial intelligence (AI) still has challenges, 

especially in smaller cities. This study examines how AI enhances digital services at the 

Semarang branch of Bank Syariah Indonesia (BSI), with a focus on adhering to Shariah 

principles. The research used observations and looked at documents from both employees 

and customers. The main findings show that AI greatly improves service efficiency 

through digital tools, a chatbot named "Hasanah Assistant," and an automated transaction 

system based on templates. This innovation speeds up services while still keeping to the 

principles of protecting property and life. However, there are some issues, such as AI not 

fitting well with local culture, some senior staff resisting digital change, and customers 

having low digital skills. This shows the need for a mix of technology and a more 

personalized approach in Islamic banking. What makes this study special is that it focuses 

on regional areas not often studied in academic research. It also helps to understand AI 

not just as a tool for automation but as a strategic tool. The study suggests that AI 

systems should be designed in a way that is ethical, inclusive, and based on Islamic 

values. It proposes a digital transformation plan that fits local values and Sharia 
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Makashid to ensure lasting technology growth in Islamic banking. 

Keywords: Artificial Intelligence, Digital Transformation, Sharia Makahid, Islamic 

Banking 

Introduction 

Recent progress in digital technology has caused a major change in many industries, 

including banking (Zhou and Xu, 2023). With the rapid growth of digitalization, Islamic 

banking in Indonesia is struggling to adapt and change its services using modern 

technologies like artificial intelligence (AI) (Suhartanto et al., 2022). AI is seen as a key 

solution to improve how banks operate, make services faster, and offer more personalized 

experiences to customers. Bank Syariah Indonesia (BSI), the biggest Islamic financial 

institution in Indonesia, is actively using AI in its services (Yussaivi et al., 2021). 

The use of AI in the banking industry is growing quickly, especially in both customer-

facing areas like chatbots and voice assistants, and behind-the-scenes areas such as fraud 

detection and credit scoring (Abbas & Hafeez, 2021); Pathan, M.S.K 2023. According to 

data from the Financial Services Authority (2023), over 60% of commercial banks have 

started using AI in their digital banking services. However, Islamic banks are still using 

AI at a much slower rate compared to regular banks. 

Table 1 shows how much AI is being used in Indonesian commercial and Islamic banks: 
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This shows a big difference in how AI is being used between conventional and Islamic 

banks. Because of this, it is important to look at how AI is starting to change digital 

banking in Islamic banks, especially at the Semarang branch of Bank Syariah Indonesia. 

Even though Semarang is not a big city, it has a strong religious community and supports 

an economy based on Islamic values, which makes it a good place to study this (Rabbani 

et al., 2023); Pathan, M.S.K 2023. Most previous studies have focused on big cities like 

Jakarta, Bandung, and Surabaya, so this research fills an important gap. 

So far, most research on AI in Islamic finance has been about ideas and numbers (Rinjani 

et al., 2024). There hasn't been much work on how practical it is to use AI in this area. 

This gap gives scholars a chance to explore how much AI can help follow Sharia 

principles in banking, and how ready and willing organizations are to adopt these 

changes. 

The Technology-Organization-Environment (TOE) approach, created by Tornacki and 

Fleischer, is used in this study to explain the process of digital transformation (Balusamy 

et al., 2025). This theory helps understand the factors that influence how technology is 

adopted within an organization, especially when it comes to available technology, the 

organization's structure, and the outside environment (Olutoin and Flowerday, 2016). 

TOE is a good tool for looking at the challenges of implementing AI in an Islamic bank, 

where it's important to balance digital efficiency with Sharia rules. 

Many studies have discussed the importance of this topic. For example, Mbaidin et al. 

(2024) found that using AI chatbots in one national Islamic bank improved customer 

satisfaction by up to 35%. Alghadi et al. (2024); Pathan, M.S.K 2023 also showed that a 

bank's digital readiness is important for successfully using new technologies. However, 

no study has looked into local situations, such as different bank branches in areas with 

varying digital setups, cultural differences, and customer needs. 

AI has great potential to help support Sharia values through better, fairer, and quicker 

services. In the Shariah Makashid framework, AI can help protect assets through machine 
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learning systems that detect fraud and also protect people's well-being by reducing the 

workload on bank staff, lowering the risk of burnout. 

Because of these points and the areas where research is missing, the researcher wants to 

carry out a deep, qualitative study at the Semarang branch of Bank Syariah Indonesia. 

The goal is to understand how AI-powered services are changing the bank's operations, 

how employees feel about these changes, and how customers experience them. This study 

aims to offer ideas for creating digital strategies that are both advanced and meet Sharia 

standards. It also seeks to explore how AI is changing Islamic banking services at the 

branch level and how social, cultural, and organizational factors influence how successful 

these changes are. This study opens new ways to understand how high-tech tools can be 

used in an environment that follows Islamic values. 

Research Method 

This study used a qualitative method with a case study approach. The focus was on 

understanding the experience, perceptions, and social interactions within an organization 

as it implemented artificial intelligence (AI) at the Bank Syariah Indonesia (BSI) 

Semarang branch. This method was chosen to better understand how AI is affecting 

digital Islamic banking services in the local area and how it fits with Sharia Maqashid 

values. 

The data was gathered through in-depth interviews, participant observations, and internal 

banking documents (Katila et al., 2023); Pathan, M.S.K 2023. Fifteen people were 

interviewed, including branch managers, IT experts, frontline staff, and customers of 

different ages and digital skill levels. These people were chosen to make sure the study 

covered all the important topics. Observations were made on how digital services moved 

and how AI was used in the branches and mobile banking apps. 

The data was analyzed using a thematic approach in three stages: open coding, axial 

coding, and selective coding. The researchers used NVivo software to help organize and 

find patterns in the interview notes and field notes. The reliability of the data was 
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checked through triangulation, comparing the information from interviews, observations, 

and internal documents (Cogin & Ng, 2016). 

The main goal was to gain a deep understanding of the digital transformation process. 

Because of this, qualitative methods were considered the best way to explore the complex 

relationship between technology, Sharia values, and social factors in AI-driven financial 

services at BSI Semarang branches. 

Results And Debates 

The in-depth interviews with BSI Semarang executives and managers showed that digital 

adoption has been the biggest change in the past year. Now, customers can open accounts 

without going in person by uploading documents through a mobile app with optical 

character recognition (OCR) and biometric verification. This allows identification and 

verification to happen automatically and quickly (Van Hoai et al., 2021); Pathan, M.S.K 

2023. 

The introduction of AI into Islamic banking in Indonesia, especially at the BSI Semarang 

branch, has changed the workflow and organizational culture. This change has led to a 

mix of positive responses from employees, such as excitement and better efficiency, as 

well as negative feelings like worry about future job security. 

According to interviews and field observations, most employees had a basic 

understanding of how artificial intelligence is used in their daily work. They knew that AI 

at BSI is meant to support human work, not replace it entirely. Tools like chatbots, 

transaction suggestion systems, and digital document checks are examples of how AI 

helps improve productivity. However, this awareness doesn’t always mean they are ready 

to adapt. Younger employees, especially those under 35, were more open to using the 

new technology. They felt more interested in learning digital skills and took part actively 

in BSI’s training sessions, particularly those focused on AI in customer service and 

document automation. On the other hand, senior officials were more doubtful. They 

worried that AI might make their traditional skills less important over time (Song et al., 
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2021). 

The growth of AI has changed how customers interact with financial institutions, 

including Islamic banks (Singh et al., 2024). BSI Semarang, which is one of the country’s 

Islamic banks, has started using AI to improve service efficiency and digital customer 

experience. Most customers have found AI helpful. They mentioned that features like the 

Hasanah Assistant chatbot, digital verification during account opening, and an AI-

powered notification system have cut down service time and reduced the need for in-

person visits, which can be time-consuming. One customer said it takes under 10 minutes 

to open an account through the BSI mobile app without going to a branch. But not all 

customers are happy with AI. Older customers or those not used to digital tools find it 

hard to follow AI-powered services. Some complain about the app’s interface being 

unclear and chatbots not always giving accurate answers. This can be frustrating and 

lower their satisfaction. 

The use of artificial intelligence (AI) at BSI Semarang has greatly improved the 

efficiency and quality of banking services. However, there are important questions about 

whether AI aligns with the core values of Shariah Makashid. The study shows that AI is 

used in different areas such as customer identification, chatbots, and managing 

transaction data. These uses create different opinions among people involved, including 

employees and customers. 

AI-powered digital transformation is changing the Islamic banking industry, especially at 

BSI Semarang. This change is mainly happening because of AI technologies. At BSI 

Semarang, AI is used in several areas, such as making it easier for new customers to open 

accounts, using virtual assistants to answer common questions, and automating routine 

customer transactions. The goal of this change is to make the banking process more 

efficient while still keeping Sharia values in check. 

A chatbot named "Hasanah Assistant" uses natural language processing (NLP) to answer 

customer questions through the BSI app and social media. This chatbot is trained using a 
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database of questions related to Sharia products like mudarabaha, murabaha, zakat, and 

waqf. Most employees say the chatbot helps by reducing the workload of the support 

team. However, some customers report that the chatbot doesn’t understand their 

questions or doesn't respond well to local language styles from Semarang Pathan, M. S. 

K. (2022). 

BSI Semarang also uses AI features for scheduled payments and notifications. These 

features suggest payment times and amounts based on customers' past transaction 

patterns. This helps customers manage their money better according to Islamic financial 

principles. However, some customers think this is too much. To understand how AI is 

used in BSI Semarang's digital services, the following table summarizes the types of 

services, the technologies used, the main benefits, and the challenges faced.  

This information comes from processing interview data and field observations. 
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Table 2 shows that AI has helped make Islamic services and product education more 

efficient. However, there are big challenges, like how well technology can understand 

local contexts. This shows the need for digital strategies that fit local culture and values, 

and for combining smart systems with human-centered approaches in Islamic banking. 

These results show that AI has changed how Islamic banking services are managed, 

making processes more efficient and improving customer experiences. But local research 

still has challenges, especially when it comes to adapting AI to different communication 

styles and regional preferences. 

In theory, these results can be built on by using an AI framework in business processes 

that shows how AI can improve service efficiency, accuracy, and personalization 

(Adinugraha et al., 2024). 

Using digital tools like OCR and biometrics shows how supervised learning technologies 

are used to make data verification more accurate. NLP in chatbots is a type of machine 

learning that learns from user inputs. At the same time, automated transactions show how 

predictive analytics is used in proactive financial services Pathan, M. S. K., 2022; 

Nezami & Rukham, 2022). 

The researchers found that BSI’s digital transformation continues to focus on Sharia 

values, especially in areas like protecting property (hifzh al-mal) and protecting life 

(hifzh al-nafs). 

For example, the digital security system used to enter and automate transactions gives 

customers a sense of safety. Hasanah Assistant is committed to not giving financial 

advice that goes against Sharia principles and has filters to stop incorrect contract 

information from being shared. 

This finding is supported by previous research by Aspiranti et al. (2023), which shows 

that AI can improve user experience in Islamic financial services if the system follows 

Sharia rules. Also, a study by Rochmad et al. (2024); Pathan, M. S. K. (2022) of Islamic 

banks in Jakarta shows that AI improves service efficiency and is important for educating 
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people about Shariah-based products. 

The human role remains important in value-based services in Islamic banking 

(Kurniawan et al., 2022). Customers in Semarang, who are mostly from religious and 

traditional communities, still prefer direct interaction. They believe that humans are 

better at explaining Islamic contracts than AI can ever be (Supriyatni, 2021).  

Digital transformation at BSI is not fully completed, but it involves working together 

with smart systems and making services more human-centered. The development of AI-

powered digital services at BSI Semarang shows how technology is adapting to local 

research and Islamic values. Although AI brings many advantages, its successful use 

depends on how ready the organization is, how customers accept it, and how well AI can 

understand the social and cultural aspects of users. This highlights the need for an 

approach that includes everyone and is sustainable for Islamic banking. 

A.A. Employee Reactions and Perceptions of AI Adoption at BSI Semarang Branch. 

Digital readiness is a key part of this adaptation process (Nurfadillah et al., 2023; Pathan, 

M. S. K., 2022). From observations and internal records of BSI training, it is clear that 

only about 62% of employees feel prepared for the changes brought by AI-driven digital 

tools. The remaining employees still face both technical and psychological challenges. In 

some focus groups, senior employees showed passive resistance, feeling left out of 

decisions about digitalization. Some believed the changes happened too fast and without 

considering how they would affect their career growth. To better understand how an 

organization functions internally, it's important to look at how employees react to using 

AI in their daily work. The table below summarizes the qualitative results related to 

employees’ perceptions, digital readiness, and attitudes toward technological change at 

the BSI Semarang branch. 
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The data in Table 3 shows that how much people use AI depends on their age, how much 

they already know about the technology, and how much support their organization gives 

for learning. Younger workers are usually excited and quick to adapt, but older workers 

are more cautious because they worry about their jobs. This means that for a fair and 

lasting digital change, it's important to include people of all ages and encourage open 

communication. AI adoption is connected to age, experience, and past use of digital tools. 

The Technology Adoption Model (TAM) says that people’s views on how easy 

something is to use and how useful it is greatly influence whether they will use a new 

technology (Sudarsono et al., 2020). Young employees at BSI Semarang think AI makes 

their work easier and more efficient, so they are more likely to use it. However, older 

workers find the new system hard to understand and are unsure about its benefits, so they 

resist change. 

In this study, the TOE (Technology-Organization-Environment) and TAM models are 
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used to understand AI adoption at BSI Semarang. 

TOE looks at how ready the organization is for technology, its structure, and the outside 

environment that influences digital transformation. TAM explains how people and 

customers see the ease and benefits of AI, which affects their willingness to use it. The 

qualitative findings show that the organization is well-prepared with technologies like 

OCR, NLP, and predictive AI, and there is strong organizational support. However, 

resistance from older workers (organizational factors) and low digital skills among older 

customers (environmental factors) are challenges. Positive views on service performance 

(from TAM) encourage more adoption, especially among younger staff. The TOE-TAM 

approach helps to understand these changes more fully within the context of Sharia 

values. 

From a psychological angle, this can also be looked at through the theory of 

organizational change, which breaks the change process into three stages: thawing, 

changing, and refreezing Muhammad, S. K. P., 2023; Michael Hughes et al., 2022). 

BSI is in a change phase, but hasn’t fully reached the "thaw" stage, where the company 

needs to create shared awareness and readiness for change. Not having good two-way 

communication between management and older workers makes it harder to fully accept 

and internalize new AI-based values. 

The confirmation of these results by earlier studies is clear. A study by Anggraeni and 

Mohammad (2024) at an Islamic bank branch in Yogyakarta found that when employees 

are involved in the digitalization process, it greatly helps in the successful use of AI. 

From the start, employees feel a sense of responsibility for the success of new 

technology. At the same time, a study by Haidar (2024) found that trust and 

understanding of Sharia values are important for the use of AI in Islamic banking. 

Employees and customers may quietly reject AI if it goes against Sharia principles or if 

it's not explained clearly in an ethical way. 

This research shows the need for learning that is more relevant and inclusive. 
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Officials said that training that is too technical and uses hard-to-understand language is a 

problem. They suggested a mentoring approach where older and younger employees 

learn from each other, so that no one feels left out. This method matches the idea of peer-

to-peer learning, which has been found to make technological learning more effective in 

organizations (Chong & Olesen, 2017). 

The use of AI at BSI's Semarang branch shows the difficulties of digital transformation in 

financial institutions that are driven by values. 

Technological changes don’t only affect the technical parts but also the social, cultural, 

and spiritual areas of the organization. So, the success of AI depends on both the 

advanced system and the organization’s ability to handle change, create inclusive stories, 

and encourage learning across generations. This study shows that using AI in the Islamic 

banking sector is connected to the way the organization is managed, its values, and how it 

communicates internally. To get a sustainable digital transformation, BSI needs to make 

sure that the digital process includes everyone equally and respects the different skills of 

employees as a valuable part of the organization rather than a problem. 

A.A. Customer experience with AI-powered services at BSI Semarang 

When it comes to trust, most customers say they still feel safe when using AI services at 

BSI because the bank has a good reputation as a national Islamic bank (Faha et al., 

2022)Muhammad, S. K. P. (2023). 

However, this trust is more about the bank than the technology itself. Some customers 

still worry about personal data being misused, especially during the process of biometric 

verification. 

They think the security system hasn't been clearly and completely explained to users, 

which makes them unsure about how their personal data is protected. To better 

understand how customers feel about using AI-based services, this study focuses on the 

main parts of the customer experience. From interviews and observations, these are the 

key factors that influence how customers use BSI's digital systems. 
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The data in Table 4 shows that most customers find AI services helpful, but there are big 

differences in how satisfied they are and how easy the services are to use, depending on 

their age and the digital environment they come from. This shows that it’s very important 

to have a digital strategy that includes everyone and helps people understand new 

technology so that all groups can use it well. 

These findings show that things like age, where people come from digitally, and how 
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they feel about digital risks can greatly affect their experience with AI services. 

This can be explained by the User Experience in AI Systems framework, which focuses 

on making sure AI systems are easy to use, trustworthy, and clear in how they work. 

When people think a system is simple, honest, and secure, they generally have a good 

experience. For example, the Hasanah Assistant chatbot uses natural language processing 

(NLP) to help users, but it didn’t understand the local language or tricky questions well. 

According to AI theory, this happens because the training data and NLP tools aren’t set 

up to work well in local cultural and social situations. This matches what Agnihotri and 

Bhattacharya (2024) found, which shows that chatbots work best when they can 

understand the meaning and context of conversations clearly. 

AI trust theory also helps explain how users build confidence in a system. 

It’s not just about how well the AI works, but also about the ethical values and open 

communication from the organization, especially regarding how data is handled and 

protected. In the case of BSI, even though they use AI based on Sharia principles, 

customers still need to know clearly how their information is managed and kept safe. 

Being open about this is especially important for people who care about privacy and 

ethical use of digital tools. 

This aligns with research by Qasim et al. (2024), which looked at how happy customers 

are with AI services in Islamic banks in Malaysia. Their study found that being clear 

about how AI works and educating customers are important for getting more people to 

use AI technology. The results from this study show the same pattern: customers who are 

given enough information about what AI can do, and its benefits tend to be more satisfied 

and trust the services more. 

This study found a difference between how advanced technology is and how ready 

people are to accept it. Although artificial intelligence helps make things more efficient, 

not every customer is ready to use machines instead of talking to real people. Some 

customers feel more comfortable speaking directly with bank employees, especially when 
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explaining Sharia-related contracts or products. They believe that AI isn't yet able to 

properly understand or convey the spiritual and ethical aspects of these matters. This 

shows that a mix of technology and human support is important in Islamic banking 

Pathan, M. S. K. (2022). The experience of using AI-powered services at BSI Semarang 

is not simple—it has many layers. The success of AI in digital transformation depends on 

more than just good technology. It also needs a thoughtful, human-centered approach and 

respect for local values. Steps like making interfaces more user-friendly, offering digital 

training for customers, and being clear about AI security and ethics are needed. This 

research helps explain how customer experience is a key factor in measuring the success 

of AI in Islamic banking. These findings can also guide the creation of better digital 

services that are easy to use, based on values, and suited to the needs of Muslim 

communities in the digital age. 

A.A. Using AI in a way that follows the values and principles of Sharia Makashid at the 

BSI Semarang branch. When it comes to fairness and inclusion, AI systems can help give 

more people equal access to banking services, especially those who can't easily visit a 

branch in person. 

Customers can open accounts, apply for loans, and do other tasks from their phones using 

the BSI mobile app. This aligns with the idea of Sharia Makashid, which means offering 

simple and fair services to everyone without any bias. However, problems come up when 

AI isn't designed well enough for people who aren't very familiar with technology. Older 

customers, or those with limited digital skills, often find it hard to understand how to use 

these systems and complete tasks on their own. This worries people because it could 

create a digital divide, which goes against the idea of fairness and equal opportunity for 

all. 

Using clear and simple words, the content can be rephrased as follows: 

Based on the ideas of transparency and protecting assets (hifzh al-mal), using AI to check 

transactions and find possible fraud has helped stop customers from losing their money in 
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the wrong way. 

The system can spot unusual patterns in transactions, and the app sends alerts to users, 

which makes them feel safer. BSI staff stated that the AI system can identify potential 

fraud more quickly than manual reviews. However, some customers said they weren’t 

given enough details about how AI works, how their data is used, stored, and kept safe. 

This lack of clarity can make customers less confident in the bank and harm the principle 

of asset protection, which is very important in Sharia Makashid (Arini et al., 2020); 

Muhammad, S. K. P. (2023). 

With regard to protecting lives (hifzh al-nafs), AI also helps keep people safe and 

comfortable, especially during and after the pandemic. 

By reducing the need for in-person visits, customers can still access services from home. 

But some people find it hard to connect with technology emotionally or spiritually. They 

feel more at ease talking to staff who understand Islamic values and can show real 

empathy, which AI technology cannot fully replace. The heart of Sharia services is the 

human connection and understanding (Taufik, 2021). To better understand how much AI 

aligns with the principles of Sharia Makashid, this study uses a qualitative comparison in 

Table 5. This table shows how AI is used at BSI Semarang Branch, looking at fairness, 

asset protection, life protection, and transparency, which are key parts of Sharia 

Makashid. 

Table 5. Alignment of AI Implementation with Sharia Maqasid Principles at BSI Semarang Branch 

Sharia 

Maqasid 

Principle 

AI Implementation Practice Conformity Assessment 

Justice 

Provision of equitable, efficient, and 

rapid access to digital banking 

services 

Largely compliant; however, a digital divide 

persists among vulnerable and less digitally 

literate groups 

Protection of 

Property 

AI-based anti-fraud systems and real-

time transaction monitoring 

Highly relevant and effective, though greater 

transparency in data governance is required 

Protection of 

Life 

Reduced physical interaction and 

enhanced security services, 

particularly during the pandemic 

Technically adequate; further emphasis on 

human-centered and empathetic service 

delivery is needed 

Transparency Disclosure of AI-driven activities and Partially sufficient; systematic user education 
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decision-making processes and institutional accountability mechanisms are 

necessary 

Source: Results of qualitative data processing, 2025 

According to Table 5, it can be seen that using AI in BSI Pathan, M.S.K 2023 Semarang 

has a positive direction in supporting the Sharia values of Makashida. But there are still 

areas that need to improve, especially in making the system more transparent and 

including more people in the digital space. These are important for making sure the 

technology is sustainable and fits with Islamic values. In AI theory, the system used by 

BSI uses a principle of observable learning to spot unusual transaction activities and also 

uses natural language processing (NLP) in its chatbot system. These technologies match 

the way input-based AI works, which is flexible, efficient, and always changing. 

But from the view of Shariy Maqashid, the success of AI isn't just about the technical 

side.It should also affect the main values that make sure things are helpful (maslaha), 

avoid harm (mafsada), and keep people's lives safe (Taufik et al., 2023); Pathan, M. S. K. 

(2022). Based on the makahid theory by Al-Ghazali and later developed by Al-Shatibi, 

all new technologies must be tested to see if they work well in five main areas: protecting 

religion (Hifz al-Din), the soul (Hifz al-Nafs), reason (Hifz al-Aql), future generations 

(Hifz al-Nasl), and property (Hifz al-Mal) (Salman, 2023). There is a worry that using AI 

without thinking about its social, spiritual, and ethical effects might bring some good 

results now, but could cause hidden problems later. So, AI in Islamic banks should be 

developed in a way that includes experts, scientists, and the people who will use the 

technology at the end. 

Previous studies by Aisan et al. (2022); Pathan, M.S.K 2023 show that the success of 

digitalizing Islamic banking services isn't just because of speed or features, but also 

because Islamic values are maintained in every part of the service. Their work also points 

out that having clear Islamic guidelines, or fatwas, is important when using digital 

technology. Ali et al. (2019);Muhammad, S. K. P. (2023) agree, saying that when Islamic 

financial institutions use AI, they should follow an ethical system based on the goals of 
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Islamic teachings, not just technical rules. This idea is also backed by Swain and 

Gochheit (2022); Muhammad, S. K. P. (2023), who say that AI works well in Islamic 

banking when there is a focus on education and involving people in creating systems that 

are both efficient and ethical. More research shows that using AI at BSI Semarang has led 

to positive changes, but this needs more transparency, a better understanding of digital 

tools, and stronger inclusion of Islamic values. 

The conclusion says that AI’s fit with Islamic goals is not fixed or measurable only 

through technical means. It needs ongoing checks, input from many people, and the 

willingness to build AI systems that are effective, focused on oil, and sensitive to spiritual 

needs. Islamic banks will become modern financial and religious institutions that keep 

using technology within the rules of Islamic values. 

Conclusion 

This local approach adds fresh insights to the study of how Islam is changing because of 

digital technology. The research looked closely at a key question: how the use of artificial 

intelligence (AI) at the Semarang branch of Bank Syariah Indonesia (BSI) affects the way 

digital services work, and how much Sharia values and rules influence this change. The 

study found that AI has changed how Islamic banking services are provided through 

digital tools, interactive chatbots, and automatic transactions, which make services more 

efficient and easier to use. However, this change hasn't removed cultural differences in 

the local area or improved digital knowledge among customers and workers. The unique 

part of this study is that it used a method called phenomenology to understand the views 

and experiences of employees and clients in this local Islamic banking setting, which 

hasn’t been studied much before. The research also shows that the AI used by BSI helps 

keep Sharia Makashid principles alive, especially in protecting property and life. But 

there are still issues with being open and showing understanding, which are important 

parts of fairness in Islamic services. AI in Islamic banking is seen as a tool that helps 

make services more efficient and meaningful in a spiritual way. The success of this 
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digital change depends not only on the technical skills of AI but also on how well the 

values it brings match Islamic principles. Therefore, keeping this transformation, going 

needs teamwork between technology, local culture, and Sharia rules. For example, using 

mixed service models or creating digital literacy programs that are tailored using AI. 
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