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ABSTRACT

Achmad Babun Najich, Fauzan, 2026: ANALYSIS OF THE ROLE OF
THE FACILITATOR ASSOCIATION IN THE DEVELOPMENT OF
UMKM CUSTOMERS OF BANK BTPN SYARIAH WISMA AJUNG

Micro, Small, and Medium Enterprises (MSMES) are a key pillar of the national
economy, contributing significantly to employment and economic growth in
Indonesia. However, MSMEs, particularly productive, underprivileged women in
rural areas, still face various limitations, such as low entrepreneurial literacy,
market access, and technological mastery. This study aims to analyze the role of
mentor facilitators in the development of MSMEs belonging to Bank BTPN
Syariah Wisma Ajung customers and their impact on increasing business capacity
and sustainability. The study used a descriptive qualitative approach with data
collection techniques through observation, in-depth interviews, and
documentation. The results show that mentor facilitators play a strategic role as
educators, motivators, mediators, and business mentors. Mentoring has a positive
impact on increasing entrepreneurial knowledge, business management,
marketing, and business identity awareness. However, obstacles remain, such as
limited customer digital literacy and limited mentoring materials. This study
recommends strengthening the mentoring curriculum based on local needs and
improving digital literacy to encourage MSMES to move up the ranks sustainably.
Keywords: companion facilitator, MSMEs, economic empowerment, BTPN

Syariah, underprivileged women



1.

INTRODUCTION

MSMEs play a strategic role in supporting the national economic
structure, particularly in job creation, income equality, and strengthening
community economic resilience. Empirically, MSMEs have been proven to
be the backbone of the national economy, contributing more than 60% to
Gross Domestic Product (GDP) and absorbing approximately 97% of the
Indonesian workforce (Coordinating Ministry for Economic Affairs of the
Republic of Indonesia, 2024). This phenomenon confirms the position of
MSMEs as shock absorber economic growth, especially in developing
countries, where the small business sector serves as a primary buffer during
crises and economic instability (Todaro & Smith, 2020). However, the
quantitative dominance of MSMEs has not been fully reflected in the quality
and sustainability of these businesses, as most MSMEs still face structural
issues such as limited capital, low managerial capacity, weak business
governance, and limited access to information, technology, and markets
(OECD, 2023).

In perspective human capital theory Becker (1993) emphasized that
education, skills, and knowledge are the primary determinants of economic
productivity and competitiveness. Several recent studies have shown that low
levels of entrepreneurial literacy and managerial skills are key inhibiting
factors in the development of MSMEs in developing countries, including
Indonesia (Nguyen et al., 2022; Susilo et al., 2023). This situation is further
complicated when MSMEs are run by productive, underprivileged women in
rural areas, who structurally face limited formal education, low digital
literacy, and limited access to mentoring and business networks. As a result,
these businesses tend to be subsistence-oriented, focused on meeting short-
term needs, and struggle to achieve sustainable economies of scale
(Tambunan, 2022).

From the point of viewcapability approachSen (1999) emphasized that
poverty and economic backwardness are not only related to low income, but

also to the limited ability of individuals to access resources, make rational



choices, and develop their potential. In the context of underprivileged
women's MSMEs, limited access to knowledge, technology, and mentoring
directly limits capabilities Entrepreneurs need to develop and adapt to market
dynamics (Alkire & Deneulin, 2018; Kabeer, 2021). Therefore, economic
development interventions that focus solely on financing are inadequate
without capacity building and enhancing the capabilities of business actors.

In line with that, empowerment theory Zimmerman (2000) views
empowerment as a process of increasing individual and group control over
decisions and resources that affect their lives. MSME mentoring is a strategic
instrument in the empowerment process because it allows for knowledge
transfer, increased self-confidence, and strengthened business actors'
bargaining position within the local economic structure (Peterson et al.,
2019). In this context, the role of Islamic financial institutions becomes
relevant, not only as financing providers but also as agents of economic
empowerment that integrate economic, social, and ethical dimensions.

Bank BTPN Syariah, through its Daya and Bestee Program, provides
mentor facilitators as an operational instrument for empowering MSME
customers, particularly productive, underprivileged women. Theoretically, the
role of mentor facilitators can be understood through a holistic
approach.capacity building And mentoring-based development, where
facilitators function as educators, motivators, mediators, and business mentors
who assist MSMEs in their learning, adaptation, and decision-making
processes on an ongoing basis (UNDP, 2021; Khoiriyah & Oktafia, 2023).
Although various studies have shown that mentoring has a positive impact on
increasing the capacity and performance of MSMEs, there are still research
gap related to how the role of the facilitator is implemented contextually at
the local level, particularly within the customer environment of Bank BTPN
Syariah in semi-rural areas such as Wisma Ajung, Jember Regency.
Therefore, this study focuses on analyzing the role of the facilitator in the
development of MSMEs for Bank BTPN Syariah Wisma Ajung customers.



2. LIBRARY REVIEW

2.1 MSMEs and Economic Empowerment

Micro, Small, and Medium Enterprises (MSMEs) are defined as
productive businesses run by individuals or business entities with certain
criteria as stipulated in Law Number 20 of 2008. From an economic
development perspective, MSMEs are not only positioned as small-scale
economic units, but also as strategic instruments in creating jobs, reducing
poverty, and strengthening the economic resilience of communities,
especially in developing countries (Todaro & Smith, 2020). The existence of
MSMEs functions as an economic buffer which is able to absorb informal

labor and maintain household economic stability in crisis situations.

However, various studies show that the contribution of MSMEs at the
macro level does not fully reflect the level of independence and sustainability
of businesses at the micro level. This is due to structural limitations including
low access to capital, weak managerial capacity, limited innovation, and
limited access to information and markets (OECD, 2023; Tambunan, 2022).
This situation indicates that strengthening MSMESs cannot be separated from
an economic empowerment approach that emphasizes increasing the capacity

of business actors.

Economic empowerment in the context of MSMEs is understood as a
systematic process to increase the ability of individuals and groups to have
access, control, and benefits from economic resources in a sustainable manner
(Zimmerman, 2000). This approach is in line with the capability approach as
put forward by Sen (1999), who emphasized that economic development must
be directed at expanding capabilities (capabilities) individuals to make

choices and manage their lives meaningfully.



Thus, empowering MSMEs is not only oriented towards increasing
income, but also towards strengthening the capacity, independence, and

bargaining power of business actors in the economic structure.

2.2 Companion Facilitator

The facilitator is a key player in the implementation of MSME
empowerment, particularly in bridging the gap between policies, financial
institutions, and the realities faced by business actors at the grassroots level.
Within this framework, capacity building theory Mentoring is understood as
the process of strengthening individual and group capabilities through
knowledge transfer, skills development, and ongoing support in business
decision-making (UNDP, 2021). Therefore, the role of the mentor facilitator

is not administrative, but rather transformative.

Functionally, the mentor facilitator acts as an educator who transfers
knowledge of entrepreneurship and business management, a motivator who
fosters self-confidence and work ethic among MSMEs, a mediator who
bridges access to markets, technology, and business networks, and a mentor
who assists in problem-solving and strategic decision-making (Peterson et
al., 2019). This multidimensional role is crucial, especially for MSMEs run
by productive, underprivileged women who face limited resources and

structural access.

Several empirical studies have shown that MSME mentoring has a
positive impact on improving managerial capacity, business management
quality, and business sustainability (Khoiriyah & Oktafia, 2023; Putri &
Nurhadi, 2024). Intensive and contextual mentoring has been shown to
improve financial literacy, business identity awareness, and adaptability to
market dynamics. However, the effectiveness of the mentoring facilitator's
role is largely determined by the local context, the characteristics of the
MSME, and the mentoring model implemented, thus requiring more in-

depth empirical studies at the local level.



3. RESEARCH METHODS

This study used a qualitative approach with a descriptive design,
aiming to deeply understand the role of mentor facilitators in the
development of MSMEs belonging to Bank BTPN Syariah customers. A
qualitative approach was chosen because it allowed researchers to explore
the meaning, process, and dynamics of MSME mentoring within a natural
and specific social context (Creswell & Poth, 2018).

The research was conducted at Bank BTPN Syariah Wisma Ajung,
Jember Regency, which was selected purposely based on the consideration
that the area is one of the bases for fostering productive underprivileged
women's MSMEs through the Daya and Bestee Programs. The research
informants consisted of mentoring facilitators and MSME customers of
Bank BTPN Syariah who were selected purposely based on their direct

involvement in the mentoring and business management process.

Data collection techniques included field observations to directly
observe mentoring activities, in-depth interviews to explore the experiences,
perceptions, and strategies of facilitators and MSME clients, and
documentation in the form of program reports, mentoring modules, and
relevant activity archives. The use of various data collection techniques was
intended to obtain comprehensive data and strengthen the validity of the

research findings.

Data analysis was conducted interactively and continuously through
the stages of data reduction, data presentation, and conclusion drawing as
proposed by Miles, Huberman, and Saldafia (2014). To maintain the validity
and credibility of the data, this study applied source triangulation techniques
by comparing information obtained from the facilitator, MSME customers,
and supporting documents, so that the research results are expected to reflect

the empirical conditions accurately and can be scientifically justified.



4. RESULTS AND DISCUSSION
4.1 The Role of Facilitators in MSME Development
The research results show that mentor facilitators play a significant

and multidimensional role in the development of MSMES belonging to
Bank BTPN Syariah Wisma Ajung customers. This role encompasses
educational, motivational, mediative, and mentoring functions,
simultaneously contributing to increasing the capacity and sustainability of
customers' businesses.

Table 1. The Role of the Facilitator and Its Impact on MSMESs

No Role of Forms of Mentoring Impact on MSMEs
Facilitator Activities
1 Educator Increasing business knowledge and

Entrepreneurship training,
simple financial recording,
marketing strategies

financial management awareness

2 Motivator

Personal approach,
strengthening self-
confidence, encouraging
innovation

Increased self-
confidence and
courage to make
business decisions

3 Mediator Connecting access to Ope.n early access to markets and
information, technology and business networks
markets

4 Mentor Business consulting, problem | Improving business sustainability

solving, ongoing support

and resilience

This table shows that the role of the facilitator is complementary and mutually
reinforcing in the MSME empowerment process

4.2 Theoretical Discussion of Research Fidings

The findings regarding the role of facilitator educators confirm

human capital theory which states that increased knowledge and skills have

a direct impact on the quality of business management (Becker, 1993).




Interview results indicate that customers are beginning to understand the
importance of financial record-keeping and the separation of business and

household finances, which was previously not common practice.

The role of the facilitator motivator strengthenscapability
approach(Sen, 1999), where increasing self-confidence and decision-
making skills are essential prerequisites for the economic empowerment of
underprivileged women. Clients stated that persuasive and ongoing

mentoring encouraged them to develop their businesses.

Meanwhile, the role of mediator and mentor reflects the principle
empowerment theory (Zimmerman, 2000) and capacity building(UNDP,
2021), which emphasizes the importance of access, control, and continuous
learning in the economic empowerment process

Diagram 1. Conceptual Model of the Role of MSME Facilitators

Fasilitator Pendamping

!

Edukator (Pengetahuan)
Motivator (Psikologis)
Mediator (Akses)
Mentor (Keberlanjutan)

y

Peningkatan Kapasitas UMEKM
(Pengetahuan — Kepercayaan
Dir1 — Akses — Keberlanjutan)

y

Penguatan Kemandirian dan
Keberlanjutan Usaha

This diagram shows that the mentoring facilitator acts as a link between the
mentoring process and strengthening the capacity of MSMEs holistically



4.3 Graph 1. Impact of Mentoring on MSME Development Aspects
(Descriptive Qualitative)

Impact Level

High -| smmmmnnnnnm Entrepreneurship Knowledge
-| smnmnmnn Sclf-Confidence

Medium-l mmmmmnm Financial Management

'I mmmmm Market Access

Low -| mmm Digital Literacy
1

Aspects of MSME Development
Graph Interpretation

The descriptive graph shows that the strongest impact of mentoring was
felt in increasing clients' entrepreneurial knowledge and self-confidence.
Conversely, the impact on digital literacy remained relatively low, indicating the

need to strengthen technology-based mentoring modules.

Implications of Findings

While mentoring has a positive impact on MSME development, this study
also identified several obstacles, such as low digital literacy, limited technological
resources, and mentoring modules that are not fully contextualized. These findings
corroborate research by Tambunan (2022) and the OECD (2023), which
emphasize that the challenges facing MSMEs in semi-rural areas are not only

individual but also structural.

Thus, MSME mentoring needs to be positioned as a long-term, integrated
empowerment process that includes increasing individual capacity, strengthening

structural access, and institutional support.



5. CONCLUSION

Facilitators play a strategic role in the development of MSMEs belonging
to Bank BTPN Syariah Wisma Ajung customers through education,
motivation, mediation, and mentoring. This mentoring has a positive impact
on increasing the capacity and sustainability of customers' businesses.
However, optimizing the facilitator's role still requires strengthening digital
literacy, developing locally-based mentoring modules, and ongoing support
from the institution.
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