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Abstract—The financial industry has developed rapidly
with the emergence of financial technology companies.
Moreover, the use of technology in the financial industry
has developed rapidly. However, conventional financial
companies face tough challenges in doing business. They
have to adopt the technology to survive. The adoption
of technology will increase the competitiveness of estab-
lished financial companies against financial technology
companies. The research aims to analyze the impact of
technology on improving the work process of established
financial companies. It examines the business model of
established financial companies and financial technology
companies. The work process is almost identical for all
companies. The research applies a qualitative method.
The chosen companies are multi-purpose financing for
the purchase of two-wheeled and four-wheeled motorized
vehicles. The total number of companies involved in
the research is four companies. The result concludes
that conventional consumer finance companies need to
adopt technology into the work process to compete
with financial technology companies. Technologies that
can be used are Artificial Intelligence (AI), automa-
tion job allocation, chatbot, and face recognition. The
work process is reviewed by digitizing, eliminating, and
moving. Then, technology adoption will require a large
investment. Hence, consumer finance companies can col-
laborate with technology companies, including financial
technology companies.

Index Terms—Financial Business, Business Competi-
tiveness, Financial Technology, Financial Innovation

I. INTRODUCTION

EFFICIENCY is one of the main criteria in compe-
tition in the financial industry. Thus, the financial

industry makes various efforts to increase efficiency.
The financial industry is a service industry in which
humans are the main contributors to it. It is a labor-
intensive industry. On average, the costs to income
ratio reached 198% in the financial industry [1]. Em-
ployee costs increase from year to year in proportion to
inflation. The financial service industry growth tends to
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follow the economic growth of a country. The financial
industry supports the growth of the country’s economy.
Hence, the growth of the financial industry will match
inflation growth.

The financial services industry is very competitive.
The growth is significant. However, the financial in-
dustry experiences a negative spread if the growth is
lower than inflation. Inflation will lead to cost growth.
Then, higher inflation will result in higher costs than
revenue growth. If this situation happens, the financial
industry will experience negative growth [2].

The financial services industry has made various
efforts to increase efficiency. Various improvement
methods have been adopted, such as Business Process
Re-engineering (BPR), Enterprise Resources Planning
(ERP), Six Sigma (6σ), Total Quality Management
(TQM), and Plan Do Check Action (PDCA) [3]. These
methods have facilitated the evolution of the financial
services industry. Efficiency can be increased grad-
ually. Moreover, according to previous research [4],
three strategies can be used: cost leadership strategy,
differentiation strategy, and niche strategy. The cost
leadership strategy is one of the strategies used by
banks in general. Meanwhile, cost leadership strategy
is a strategy employed to achieve operational excel-
lence. Then, operational excellence aims to achieve the
best work process at an efficient cost.

Furthermore, technology has changed the business
model for many industries. A different business model
with the existing model has created a different com-
petitive landscape. Changes in the business model in
using technology have occurred in the digital trans-
portation industry, trading industry with marketplaces,
accommodation industry, and e-commerce. The ‘shar-
ing economy’ is progressing to change many indus-
tries [5]. As a result, financial technology companies
have changed the work patterns of the financial indus-
try. Financial technology includes peer-to-peer lending,
payment gateways, cryptocurrency, crowdfunding, and
others. This change has forced established financial
companies to reconsider how to compete with fi-
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nancial technology companies. Conventional financial
companies view financial technology companies as a
competitor. However, the research examines a potential
for collaboration between established companies and
startup companies. It focuses on financial companies
with startups, especially financial technology startups.
This kind of research is still rare as the research studies
the business models of financial industries with the
framework of Industry 4.0.

Financial technology companies rely on technology
in competition. With technology, this type of company
has become more efficient than established companies.
The number of workers is small. Hence, the financial
services industry, which is labor-intensive, has become
technology-intensive. Many human activities have been
replaced by technology [6]. Conventional financial
companies also adopt technology into their existing
business models. However, technology adoption is a
challenge for established financial companies. In addi-
tion, culture becomes one of the challenges. There are
very few studies on increasing the competitiveness of
financial companies by using technology. The research
discusses work processes that can be altered with
technology. This change will increase the competitive
ability of established financial companies.

Moreover, big corporations increasingly create part-
nerships with startups to speed up their improved
development, and researchers emphasize the prospects
of such partnerships to improve innovations [7]. In
current years, the phenomenon of open innovation
has been growing in conventional businesses, espe-
cially in partnership with startup firms [8]. Nowadays,
the alliance between large companies and startups
has become a trending partnership. Large companies
need startup’s human resources. Meanwhile, startup
companies need funding and flexibility from large
conventional financial companies. The collaboration
will create value for both companies. Inventing value
for consumers and shareholders is not two entirely
different objectives, as the business surge and ex-
ecutives fear. The innovation can produce value for
stockholders by pleasing consumers [9]. Innovation
and collaboration are ways to increase company value.

However, the management of established financial
companies experiences difficulties in changing existing
work patterns. Changing work patterns with the ex-
isting workforce is not easy to do. Competition from
financial technology faces a lack of funding. Hence,
the research also provides a work process proposal
to improve its competitive ability. There are very few
researchers on cooperation between established com-
panies and startups, especially in the financial industry,
so the research will bring insights to both academics
and businesses.

The research is conducted in a country with the
fourth-largest population in the world, Indonesia. In
Indonesia, the number of conventional finance compa-
nies is more than 200 companies and 100 banks [10].
The research is interesting for industries in developing
countries.

A. Transaction Cost Economic Theory

Transaction Cost Economics (TCE) theory is one of
the most widely referenced organization development
theories in operation and supply chain management
research. It is essentially a principle of efficient gov-
ernance of transactions in particular and exchange
relationships in general [11]. It is an efficiency theory
used by companies in creating competitiveness. It has
been used in the integration of similar companies. Its
goal is to create a competitive cost structure [12].

The concept of the transactional nature of blockchain
technology and TCE suggests a standard to prove why
and how blockchain technology-based applications are
useful. The model tries to demonstrate how blockchain
technology can be utilized to overcome numerous
problems in-built in startup financing firms [13].

For example, by revising business models to handle
the recent competitive challenges modeled by sharing
platforms, hotel industries can influence their greater
capacity to deal with three crucial features of busi-
nesses drawn from Transaction Cost Theory (TCT)
(frequency, uncertainty, and asset specificity) and im-
prove ‘integrated platforms’. By employing the TCT,
previous research develops a method to analyze how
transaction features influence the development of shar-
ing platforms [5]. Hence, it has clear implications for
businesses that are impacted by these improvements,
not least the hotel business.

B. Continuous Process Improvement

The work process improvement process starts with
systematic improvement. It is called continuous im-
provement. Improvement of work processes occurs
with internal resources or collaboration with external
parties. External parties can be more and more efficient
than internal parties.

A basic hypothesis of Business Process Manage-
ment (BPM) is that restructuring delivers refined and
enhanced versions of business processes [14]. Process
Improvement (PI) is a continuous action in perform-
ing operational activities. Every procedure is esti-
mated to be enhanced to accomplish endless improve-
ment. Then, process improvement can diminish cycle
time [15].

Moreover, reshaping business processes has an enor-
mous potential in cutting costs and improving the
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satisfaction of customers. The level of organization
creates structural coordination and motivation, which
will influence the success of the PI project following
the mediating constructions of alignment, routinization,
and embeddedness, specifically in the financial services
industry.

C. Collaboration

“We cannot solve our problems by with the same
way that we used when the problems were formed,” as
said by Albert Einstein (1879-1955). Collaboration is a
contemporary mantra of the neo-liberal academia and
part of a discourse related to the study of quantitative
performance, which is measured by co-authorship.
Outside the metrics and positive rhetoric, collaboration
is paradoxical and complicated [16].

Collaborative connections between new ventures and
startup firms by concentrating on value creation in such
connections arise when the involved parties exchange
assets. For example, collaboration fosters the flows of
passive knowledge and the creation of active knowl-
edge. Furthermore, the collaboration delivers new busi-
ness with access to the complementary assets of the
incumbent. Meanwhile, the creation of value gives
prospects for valuable capture by both parties. The
startup’s value capture is determined by its knowledge
of the appropriation regime and social capital [17].

To support the collaborative progress of innovative
clarifications, constructing links between new ven-
tures and small-medium enterprises recognizes pos-
sible users with new know-how, is more accessible
to new ventures, and creates new ventures that are
more recognizable by SMEs [18]. The latest open
collaboration and innovation phenomenon has been on
the upsurge in starting firms, especially in collaboration
with new ventures. It has the views of both incumbents
and startups, along with the outlooks of external ex-
perts [8].

Open innovation-collaboration with technology star-
tups is interesting, substantial interest among big com-
panies worldwide. It is a taxonomic context for corpo-
rate venture capital acquisitions and mergers, business
incubators, procurement, business accelerators, corpo-
rate firm builders, co-working areas, startup platform
applications, and laboratories innovation. It marks their
created features on a predefined set of metrics (strat-
egy, startup target, financing, startup target, culture,
structure, resources, measurement of performance, and
ecosystem leverage) [19].

Financial technology startups are essential drivers
of innovation in the financial sector. Previously, finan-
cial technology companies and banks consider each
other as competitors. However, their focus has shifted

towards collaboration, and the rate of collaboration
between financial technology companies and banks
increases. However, challenges in collaboration still
exist [20].

D. Innovation

Public listed companies in external capital-
dependent businesses create patents of greater quantity,
novelty, and quality compared to private firms.
Meanwhile, publicly listed firms in internal capital-
dependent businesses do not have a considerably better
profile in innovation than matched private companies.
Public listing is valuable to a firm’s innovation in
industries with a more significant requirement for
external capital [21]. Heterogeneous boards have
positive and negative effects on innovation. It is found
that ethnic, tenure heterogeneity, and gender inspire
companies to invent [22].

Innovation is a crucial variable in the relationship
between financial and social performance of a corpo-
ration. It allows organizations to react to new social,
economic, and environmental challenges better and
faster than organizations that cannot innovate. Conse-
quently, the investment of the financial resources in
innovation creativities is one of the most crucial levers
to pursue and increase the social performance of a
corporation [23].

The technological innovation competence in acquir-
ing a company positively intervenes in the relation-
ship between performance and business ties of cross-
border mergers and acquisitions. Then, turbulence in
the environment moderates the relationship between
technological innovation competence and business ties.
However, cultural distance negatively moderates the
relationship between the performance of cross-border
mergers and acquisitions and technological innovation
competence. The previous research shows that mutual
funds’ holdings significantly increase firm innovation
in Chinese listed companies. However, grey institu-
tional holdings (including insurance companies and
pension funds) and Qualified Foreign Institutional In-
vestor (QFII) holdings have less or no significant in-
fluence on innovations. It includes controlling for firm
financial performance, regions, listing board, firm gov-
ernance, and possible endogeneity [24]. Then, green
product innovation arbitrates the connection between
green process innovation and the financial performance
of a firm. The firm’s green social image regulates the
relationship between financial performance and green
product innovation [25].

The innovation strategy has a critical influence on
the performance of the businesses [26]. Investing in
Research and Development (R&D), size of the firm,
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formal training, the status of exporting, type, loca-
tion, competitors, sector, or activity of firms all posi-
tively determine a firm’s propensity to innovate [27].
Moreover, the process of innovation stimulates radical
and incremental product innovation. There are several
variances between low-tech and high-tech industries
in the moderating effect of organizational innovation
and marketing. For high-tech businesses, the relation-
ship between firm performance and a new product
is improved with marketing. In low-tech firms, the
innovation process has positive and direct influences on
a firm’s performance with organizational innovation. It
shows that synergy effects of innovation exist and can
be changed depending on the innovativeness stages and
industrial types [28].

Then, foreign company ownership has a positive
and causative effect on companies’ innovation. For-
eign organizations act as active monitors, provide
protection for firm managers against innovation fail-
ures, and encourage knowledge-sharing from high-
innovation economies [29]. Moreover, it has a better
comprehension of innovation funding circumstances
that the traditional financial way of thinking does
not serve [30]. Favorable employee conduct increases
innovation focus on innovation projects which are
connected to firms’ main business [31].

The inter-organizational learning process, open inno-
vation literature, and corporate venture capital demon-
strate how the resource knowledge breadth and depth
available in a portfolio of external organizations with
new ventures cooperate to influence the innovation of a
firm [32]. The financial capital and size of a firm medi-
ate and moderate the innovation impact on the perfor-
mance of the firm, negatively or positively. Decision-
makers state the significance of financial resources
and firm size in preparation to present innovations to
improve company performance [33].

E. Artificial Intelligence (AI)

Artificial intelligence (AI) is vital know-how that
supports daily life and economic activities. AI has
been considered a key for evolution in industrialized
countries, such as Europe and the United States, and
emerging nations like China and India. The atten-
tiveness has been concentrated mainly on emerging
new AI in Information Communication Technology
(ICT) and Robot Technology (RT) [34]. Then, there
are three types of AI: process automation, cognitive
insight, and cognitive engagement. AI can improve
outcome functioning, make the staff more innova-
tive, improve internal business processes, and create
new products [35]. AI has performed an increasingly
enormous function in the economy, and this trend is

Fig. 1. Reinventing business process wheel.

expected to remain. AI also affects the advancement
of the economic system and financial law [36]. It inte-
grates financial data with technology competencies and
accelerates the digital revolution of finance to create a
safer economic and business environment and reduce
human failures [37]. Then, financial companies and
non-financial institutions, and governments across the
globe embrace and increase the use of AI instruments
and functions as they present benefits to certifying the
vulnerable groups of people who are not financially
active to participate in the formal financial market with
minimum challenges and maximum benefits [38]. The
process from existing process to new business process
is shown in Fig. 1.

II. RESEARCH METHOD

The research applies a qualitative method. Qualita-
tive research is based on practical experience or action
research combined with a case study. The qualitative
technique enables the scholar to discover and better
comprehend the difficulty of a phenomenon. Qualita-
tive research has more complexities than quantitative
research as it is related to human actions and mind [39].
The research can be categorized as action research
related to case studies. Action research is conducted by
directly studying the improvement and implementation
that have been done. Case studies are only powerful
when expanding or verifying well-known concepts
or stimulating a specific theory [40]. The research
aims to change the existing process or business model
in connection with technology development. Changes
in business models are based on existing knowledge
and theories or concepts. It examines the business
model of established financial companies and financial
technology companies. The results provide solutions to
the established financial companies in competing with
financial technology. The advantages of a technology
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Fig. 2. Improvement process.

company can be added to the business model of a
conventional financial firm.

The research conducts interviews with top manage-
ment in financial technology and established financial
companies. The purpose of this interview is to under-
stand the work processes that exist in both types of
companies. It is expected to provide a collaborative
solution between conventional financial institutions and
financial technology. Meanwhile, the action research is
an emergent review process that combines concept and
act to a systematic knowledge with existing organiza-
tional understanding and addresses real organizational
difficulties and the people of the system under inquiry.
This method has a complex history because it is not
a specific theoretical study but a research method that
has been developed over time through a wide range
of studies [41]. It is a qualitative research type that
demands an action to develop a practice and study the
effects of such actions.

The research is conducted on consumer finance
companies. The companies are multi-purpose financing
for the purchase of two-wheeled and four-wheeled
motorized vehicles. There are four companies in the
research. The work processes of all companies are
almost identical. Therefore, there is no case-by-case
separation in the discussion for each company. The
process improvement process is described in Fig. 2.

III. RESULTS AND DISCUSSION

The creation of a new business model reviews
the necessary work processes. The necessary work
processes will be made easier with technology and
innovation. Meanwhile, unnecessary work processes
will be merged or eliminated.

A. Simplify Work Process

The work process in existing business models is re-
viewed. Management must consider the existing work
process if it is essential. If the work process is needed,
the work process must be digitized. If the work process
cannot be digitized, it needs to be considered to be
transferred or collaborated with other parties who have
more expertise in carrying out this work process.
This transfer will make the company more efficient.
The transfer is a form of collaboration with other
companies.

However, if the work process is not required, the
work process must be eliminated. Elimination can be
done by removing or combining with other processes.
Thus, the company’s work process becomes more
efficient. The concept of Digitize, Eliminate, and Move
(DEM) will create a new work process. Then, the new
work process will create a new business model.

The primary consideration for using the DEM con-
cept is the transaction cost. Implementing DEM can
save costs on repetitive processes. The concept makes
the process more efficient. Moreover, the DEM con-
cept also considers continuous improvement and col-
laboration with startup companies. The use of new
technology using AI replaces human resources. Hence,
this change in the work business has resulted in new
business model innovations.

Besides, DEM can define clear responsibilities on
the department in charge. However, it creates a de-
partment or individual-centric effect. The process will
depend on a single department or person. Then, DEM
can be implemented in making reports. Companies pro-
duce much information, but not all pieces are needed
in making decision process. Eliminating the report or
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Fig. 3. Digitize, Eliminate, and Move (DEM) concept.

Fig. 4. Existing business process.

moving the report to the correct section will save a lot
of time and money. This DEM concept is depicted in
Fig. 3.

B. Changes in Business Model

In the existing business process (see Fig. 4), cus-
tomers submit credit applications by filling out the
form manually. They provide the necessary data, such
as financial data, personal data, and others. Then,
administrative staff submits the data into the system
manually. With this system, the data are sent to a credit
analyst. Next, credit analysts will review credit quality
and verify customer data.

Similarly, the surveyor will verify the collateral
provided. Verification is done manually. From all the
data, the credit analyst will decide the approval of
the application. Then, submission of approval will be
submitted to the credit committee. This process is done
semi-manually. Moreover, decisions are submitted into
the system semi-manually. Decisions are based on the

experience and knowledge of each credit committee
member.

Then, credit approval is informed to the customers
manually by calling or informing them directly. After
that, the customer must sign the agreement at the
financial institution’s office. After all the processes
are done, documents are complete, and the collateral
will be provided. All data regarding customers and
guaranteed items are manually rechecked in this pro-
cess. The financial institution will send the borrowed
fund to the customers’ bank accounts as mentioned
in the credit application form. This transfer of funds
is done manually by the finance department in head
office. After the disbursement of funds, the customers’
relationship with the financing institution begins. The
customer will pay monthly installments at the branch
of the financial institution. Proof of payment is given
in hardcopy to the customer.

If the customers do not make a payment, the billing
will be made. Billing provides notification of debt
maturity. Collection warning letters will be issued up
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TABLE I
IMPROVEMENT INITIATIVE.

No. Project Improvement Initiative

1 Application Documents Scan or input directly by using a mobile application Digitize and move
2 Appraisal Virtual appraisal by using video/teleconference Digitize

3 Survey Smart survey by using Global Positioning System
(GPS), TeleCheck, and auto job allocation Digitize and eliminate

4 Centralization and Job Allocation on
Survey

Leveraging AI in mapping and auto job assignment/al-
location Digitize

5 Credit Scoring AI in making credit approval Digitize and move (human factors)

6 Behavior Scoring AI in determining the type of customer and type of
follow-up for an overdue customer Digitize and move (human factors)

7 Disbursement E-wallet and automation Digitize and move (collaboration)
8 Collection Centralized collection and auto job allocation Digitize
9 Collection Territory management Digitize

10 Branch Model Smart model (face recognition) linked to mobile appli-
cation Digitize

11 Signing Agreement Digital signature Digitize

to three times. This submission is also made manually.
The collector will ask for payment by visiting the
customers’ domicile and delivering the warning letter.

Credit, verification, and collection activities are car-
ried out in a decentralized manner. The branches at
the location perform these activities. This decentral-
ization increases costs and inefficient processes with
the non-standard process and requirement of human
justification. With the standard process, the processes
can be centralized and standardized. Based on the work
process in Fig. 4, established financial companies and
financial technology companies can create improve-
ments based on the DEM concept, continuous improve-
ment, innovation, and collaboration. The company can
identify each work process and take improvement
initiatives to create new work processes. Each project
identifies the types of improvements that can be made.
For example, the eleventh work process in Fig. 4 can be
digitized. With this digital process, work processes can
be saved with a single input. A single input can create
data consistency and data integrity. Then, consumers
can submit data by typing or scanning documents using
a camera on the mobile phone. The incoming data will
not be faulty. In Table I, these projects are described,
and improvement projects are detailed.

For the improvement, the established financial com-
panies can do several things. First, surveyors’ appraisal
uses video conferencing and digital maps. Digital map-
ping of the location of the house is done by sending the
Global Positioning System (GPS). Therefore, the po-
sition of the house is precise than the manual location
drawing a picture. Second, automation job allocation
will also make the use of labor more efficient. It is
equal to fieldwork and job centralization. The work
process becomes faster and more efficient. Third, credit
decisions are made using AI. Credit decisions in the
form of scoring with machine learning are based on ex-
isting customers’ experiences. Hence, credit decisions

have become more objective than formerly subjective
decisions.

Fourth, disbursement is carried out through an end-
to-end system with other banks. If the credit is ap-
proved, the customers will receive the funds shortly.
Delivery of funds can also be made to the customer’s
e-wallet. Fifth, behavior scoring can also be done in
determining the handling of late-paying customers. Not
all customers need to be reminded of the process in
these stages, but they may also need to be reminded.
The reminder can use a messaging application than
a phone call. It can be created automatically by the
system. Sixth, customers’ identity cards will be re-
placed by face recognition. Previously, the customers
take care of all things with their identity cards. Now,
branches of financial institutions can use customers’
face recognition.

Changes in this business model can create the com-
pany more efficient and effective. This change in the
business model will apply a low-cost producer strategy
for the companies. The new business model has a
high dependence on a Machine to Machine (M2M)
communication. However, if there is a problem with
the engine, the process will be crashed from the front
end to the back end. It can create a significant potential
loss. Moreover, changing work patterns to digital will
save costs, such as paper costs, the potential for data
input errors, and repetitive processes. Labor costs,
paper costs, electricity costs, and others will be reduced
significantly.

C. Artificial Intelligence (AI)

The innovation in business processes has changed
the business model from manual and human dependent
to a digital business model. The digital business model
will shorten the work process to be more efficient
and take a shorter cycle time. For example, the credit
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Fig. 5. New digital business process.

approval is reduced from 8 hours to 4 hours, and the
cost-saving can be more than 50%. The new business
model is depicted in Fig. 5.

However, the companies themselves cannot do this
business process transformation. The company must
collaborate with startup companies. Companies will
have difficulty building face recognition systems, chat-
bots, mobile applications, automation job allocation,
e-wallet, end-to-end systems, payment points, AI for
credit scoring and behavior scoring, and others. Thus,
conventional financial companies need to cooperate
with startup companies that already have the ability
to implement these technologies.

The new digital business process provides a new sys-
tem. First, AI will replace credit approval by humans.
It also replaces the billing handling that is carried out
for all late-paying customers and the equation. As a
result, different handling will create efficiency. Second,
the chatbot is developed to replace handling customer
voice. Customer service is only for issues that a chatbot
cannot answer. Thus, the number of existing customer
services will be reduced. Third, face recognition will
replace the customers’ identity cards. With this face
recognition, a valid customer will be more precise
than the identity card that has the possibility of being
faked. Fourth, the mobile application will replace the
existing system on the hardware or computer. The
mobile application can be used on the mobile phone.
Documents can be scanned using a mobile camera
application. Thus, the company can save on investment

in hardware and human resources. Fifth, automation
job allocation can help humans to allocate resources so
that the number of workers becomes more productive
than before. Sixth, e-wallet and payment systems will
replace the conventional bank transfer system, as stated
in Fig. 5.

In the credit approval process and work processes,
AI will provide fair and objective credit decisions and
work processes. Decision-making will also be faster
than before. However, it will result in dependence on
artificial intelligence (AI). Decisions in humans be-
come less accurate and sharp because of the application
of AI. Besides, the determination of parameters in AI
is essential. Then, the completeness of data is crucial
because of the principle of garbage in and garbage out.
Moreover, Indonesia does not have centralized data.
On the other hand, the use of AI in credit decisions
will reduce the potential for credit default losses. The
savings in credit costs will be very significant and will
increase the value of the company.

With technology and innovation in Table II, the
established financial companies are efficient and can
compete with financial technology companies. Mean-
while, with technology, established financial compa-
nies can make more informed and standardized deci-
sions. In developing this technology, established finan-
cial companies must collaborate with startup compa-
nies to achieve maximum results. Conventional finan-
cial companies will find it challenging to develop their
technology.
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TABLE II
TECHNOLOGY OR INNOVATION IN FINANCIAL SERVICES.

No. Technology Function

1 AI Credit approval and handling collection

2 Chatbot Customer service and response to a cus-
tomer inquiry

3 Face Recognition Customer identification
4 Mobile Application Input data
5 Job Allocation Resource allocation
6 E-Wallet Payment system
7 Digital Signature Paperless documentation
8 Digital Receipt Paperless documentation

IV. CONCLUSION

Collaboration between established financial compa-
nies and startups is a must. Established companies
can survive in competition with financial technology
companies if they collaborate with technology startup
companies. The collaboration to create a new business
model will provide added value to the company and
stakeholders. The research is conducted at consumer
finance companies in Indonesia, a country with the
world’s fourth-largest population. However, the re-
search can also be established in developed countries
that have better data collection systems. It can also
be conducted in countries that are more advanced in
terms of annual income. In summary, the research
also provides an overview for regulators to encourage
cooperation between established financial companies
and startups. They can also implement regulations by
enforcing cooperation between them. Management can
learn new business model development to develop co-
operation by using digitizing, eliminating, and moving.

The research has limitations in obtaining information
about business processes. The companies studied are
still keeping their business processes secret. Moreover,
there are also limitations in terms of case-by-case
discussion. A research with a larger sample is needed.
Then, future research can use the Digitize Eliminate
Move (DEM) method in other financial industry pro-
cesses besides the consumer finance industry. Future
research on collaboration between technology compa-
nies and other economic sectors can be developed.
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