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completion of this report would not have been possible without the support and 

contributions of many individuals. Therefore, the writer would like to express 
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1. Farizka Humolungo, S.Pd., M.A., as the Coordinator of the English for 

Business and Professional Communication Study Program, for her guidance 

and support throughout the academic journey and the internship period; 

2. Sujiwo Priambodo, S.E., M.M., as the academic supervisor, for his time, 

mentorship, and invaluable feedback throughout the preparation of this 

report; 

3. Laela Sakina, as the company supervisor, for her guidance, trust, and 

direction throughout the internship at PT Bareksa Portal Investasi; 

4. The writer's parents and family, for their prayers, moral support, and 

unwavering encouragement throughout both the internship and the report 

writing process; 

5. Friends and fellows, for their companionship, encouragement, and 

assistance throughout this process. 

 

The writer acknowledges that this report is far from perfect. Therefore, constructive 

feedback and suggestions are greatly welcomed for future improvement. 

 

Tangerang, 5 April 2026 
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CHAPTER I 

INTRODUCTION 

 

1.1 Background  

The development of financial technology (fintech) in Indonesia over the past few 

years has transformed the way people access investment services. Digital 

investment platforms have evolved from being merely an alternative option to 

becoming a primary choice for individuals managing their financial assets. This 

trend has directly contributed to a significant increase in the number of investors in 

Indonesia. According to data from The Indonesia Central Securities Depository 

(KSEI), the number of Single Investor Identification (SID) increased by 

approximately 37%, from 14.87 million in 2024 to 20.32 million by the end of 

December 2025. This figure included stock investors, which grew by 35% to 8.59 

million; mutual fund investors, which increased by 37% to 19.17 million; and 

Government Securities (SBN) investors, which rose by 18% to 1.41 million. (KSEI, 

2025). This growth reflects the expanding reach of Indonesia’s investment fintech 

industry. 

 

As the digital investment ecosystem continues to grow,, customer service has 

become one of the most critical components of fintech company operations. Fast, 

accurate, and professional communication between companies and customers plays 

a key role in building trust and customer loyalty. In the era of digital 

communication, email remains one of the primary customer service channels due 

to its formal and ability to create a documented record of communication. 

Therefore, the availability of well structured email response templates is essential 

for fintech companies to ensure efficient and consistent communication with 

customers. 

 

PT Bareksa Portal Investasi, one of Indonesia’s leading investment platforms 

offering mutual funds, stocks, Government Securities (SBN), and digital gold, 

serves not only domestic customers but also customers who communicate in 
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English. The presence of English speaking customers requires the company to 

provide service responses that are not only professional but also easily understood 

by English speakers. However, during the internship period, it was found that the 

customer service email response templates available at Bareksa were only provided 

in Indonesian. This situation created a service gap for customers who required 

communication in English, making the translation of email templates both 

necessary and urgent. 

 

This need positioned translation as a practical solution. Newmark (1988) 

emphasized that translation serves as a bridge that enables the transfer of ideas, 

knowledge, and values from one community to another, while Catford (1965) 

defined translation as the process of replacing textual material in the source 

language with equivalent textual material in the target language. In the context of 

customer service, translation is not merely a matter of language transfer but also a 

process of ensuring that messages remain accurate, polite, and appropriate within a 

business communication setting. Achieving high quality translations requires a 

systematic approach through the application of translation techniques. According 

to Molina and Albir (2002), translation techniques refer to procedures applied to 

specific segments of a text to achieve equivalence between the source language and 

the target language. 

 

During the internship program, the writer was assigned as a Customer Service 

Email Intern in the Customer Experience Division of PT Bareksa Portal Investasi. 

The responsibilities included assisting customers via email and translating customer 

service email response templates from Indonesian into English to accommodate 

English speaking customers. These tasks required the ability to select appropriate 

investment related terminology, simplify technical language, and communicate 

information professionally in accordance with customer service communication 

standards. This experience was closely aligned with the writer’s academic 

background as a student of the English for Business and Professional 

Communication Study Program, specializing in Translation and Business 
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Communication. Coursework in translation theory, translation techniques, 

intercultural communication, and formal writing significantly supported the 

completion of internship responsibilities. Therefore, this report was prepared to 

describe the application of translation techniques in customer service email 

response templates at PT Bareksa Portal Investasi as an example of the practical 

implementation of linguistic competence in a professional workplace setting. 

 

1.2 Scope of Activities 

The internship was conducted at PT Bareksa Portal Investasi within the Customer 

Experience Division, where the writer was assigned as a Customer Service Email 

Intern. The scope of activities included: 

 

1. Handling customer issues related to the purchase and redemption of 

investment products. 

2. Assisting customers with balance top-ups and transaction-related inquiries. 

3. Processing account information updates and customer data changes. 

4. Handling customer requests for tax reports. 

5. Providing support for issues related to the Bareksa application. 

6. Performing customer data entry and verification. 

7. Responding to customer inquiries, complaints, and requests for information 

regarding Mutual Funds, Stocks, Government Securities (SBN), and Digital 

Gold through email and the help feature available in the Bareksa application. 

8. Translating customer service email response templates from Indonesian into 

English to support the needs of English-speaking customers. 

9. Monitoring and responding to customer reviews and inquiries across the 

company’s digital channels, including Instagram, Google Play Store, and 

Apple App Store. 

 

Through these activities, the writer was directly involved in customer service 

operations while applying translation and communication skills in a professional 

work environment. 
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1.3 Internship Period and Location 

1.3.1 Internship Period 

The internship was conducted for three months, from 5 January 2026 to 5 April 

2026. All activities were carried out under a hybrid working arrangement, 

consisting of two days of Work From Office (WFO) and three days of Work From 

Home (WFH), following the company’s operational hours from 08:00 a.m. to 05:00 

p.m. Western Indonesia Time (WIB). 

 

1.3.2 Internship Location 

The internship was conducted at Bareksa Head Office, located at: 

Company Name: PT Bareksa Portal Investasi 

Address  : Jalan Kemang Raya 14 A-B-C, Kelurahan Bangka, Kecamatan 

Mampang Prapatan, Jakarta Selatan, 12730. 

Application   : Bareksa – Investment Super App 

Instagram   : @bareksa 

Website   : https://www.bareksa.com/ 

 

1.4 Objectives and Benefits  

1.4.1 Objectives 

The objectives of this internship were as follows: 

1. To describe the process of translating customer service email response 

templates from Indonesian into English at PT Bareksa Portal Investasi. 

2. To identify the translation techniques applied in translating customer service 

email response templates. 

3. To produce English language email response templates that can be used as 

communication references for English speaking customers at PT Bareksa 

Portal Investasi. 
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1.4.2 Benefits 

The benefits gained from this internship are as follows: 

1. For the writer, this internship provided an opportunity to apply translation 

and business communication knowledge in a professional working 

environment. 

2. For the company, the availability of English language email templates 

enhanced the quality of customer service communication with English 

speaking customers. 

3. For English speaking customers, email responses in English facilitated a 

better understanding of the company’s investment products and services. 

4. For the study program, this report serves as a reference for the application 

of translation practices within the fintech industry and professional business 

communication contexts. 

5. For the general readers, this report provides insights into the role of 

translation in customer service within the technology based financial 

industry. 
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CHAPTER IV 

CLOSING  

 

4.1 Conclusion  

The internship program at PT Bareksa Portal Investasi provided valuable and 

meaningful professional experience, particularly in the fields of customer service 

and translation. During the internship, the writer was involved not only in handling 

email support tickets and communicating with customers but also in translating 

customer service email response templates from Indonesian into English to support 

the needs of English speaking users. Through these activities, the writer gained a 

deeper understanding of the importance of using professional, communicative, and 

industry appropriate language in the digital financial services sector. 

 

In the translation process, the writer applied eight translation techniques proposed 

by Molina and Albir (2002): established equivalent, modulation, reduction, 

amplification, transposition, description, adaptation, and borrowing. The 

application of these techniques helped produce translations that were accurate, 

natural, and easily understood by English speaking customers. The most frequently 

used technique was established equivalent because most of the templates contained 

investment related terminology and business correspondence expressions that 

already have standardized equivalents in English. Meanwhile, description, 

amplification, adaptation, and borrowing were employed to explain or retain 

Indonesian specific terms such as WIB, SBN, e-KTP, AKSes KSEI, and Sub-

Registry. These findings indicate that customer service texts in the investment 

sector primarily require translation techniques that prioritize information accuracy, 

terminological consistency, and ease of comprehension rather than creative or 

expressive language. Furthermore, the translation process was carried out through 

several stages, including source text analysis, translation, editing, and proofreading, 

to ensure that the final output remained consistent and aligned with the company’s 

communication standards. 
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Throughout the internship, the writer also encountered several challenges, including 

adapting to a dynamic work environment, managing a high volume of customer 

service tickets, and understanding investment terminology while identifying 

appropriate English equivalents. However, through effective communication with 

mentors and team members, independent learning, and research using reliable 

sources, these challenges were gradually overcome. Overall, the internship 

provided valuable learning experiences that enhanced both the writer’s translation 

competence and readiness to work in a professional environment. 

 

4.2 Recommendations  

4.2.1 For Students Preparing to Undertake an Internship 

Students who plan to undertake internships in customer service or the digital 

financial industry should develop strong communication and time management 

skills, as these work environments require accuracy, efficiency, and a high level of 

adaptability. In addition, students are encouraged to strengthen their understanding 

of investment concepts and basic financial service terminology to better understand 

organizational needs and effectively assist customers during their internship 

experience. 

 

4.2.2 For Academic Institutions 

The writer would like to express sincere appreciation to the English for Business 

and Professional Communication Study Program at Politeknik Negeri Jakarta for 

providing the knowledge and skills that greatly supported the successful completion 

of the internship. Courses such as Business Text Translation, Business 

Communication, and Professional Ethics for Translators provided a strong 

foundation for understanding investment related terminology, translating customer 

service email response templates, and demonstrating appropriate professional 

conduct in the workplace. Going forward, the writer hopes that learning materials 

related to business, finance, and professional industries will continue to be 

expanded and strengthened so that students can be better prepared to meet the 

evolving demands and challenges of the professional environment. 
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4.2.3 For PT Bareksa Portal Investasi 

The writer would like to express sincere gratitude to PT Bareksa Portal Investasi 

for providing the opportunity, experience, and learning environment throughout the 

internship period. The writer hopes that Bareksa will continue to foster a supportive 

environment for interns by providing meaningful learning opportunities, guidance, 

and practical work experience that aligns with the ongoing development of the 

digital industry and financial services sector.  
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3. Internship Supervision Form 
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5. Sample Translation of a Customer Service Email Response Template at PT 

Bareksa Portal Investasi 

 

Source Language (SL) Target Language (TL) 

Dengan hormat 

Bapak/Ibu 

 

Terima kasih telah mempercayakan 

Bareksa sebagai wadah investasi. 

 

Dapat kami informasikan perihal order 

pembelian Bapak/Ibu atas produk Reksa 

Dana xxx dengan nomor order xxx telah 

berhasil diverifikasi. Order tersebut akan 

diproses menggunakan NAV 

(tanggal/bulan/tahun).  

 

Unit akan terlihat pada menu Portofolio 

pada hari berikutnya maksimal T+2 hari 

kerja pada malam hari berdasarkan data 

yang kami terima dari Bank Kustodian 

dan sistem AKSes KSEI. 

 

Sebagai informasi tambahan, hari Sabtu, 

Minggu dan tanggal merah atau hari libur 

nasional tidak termasuk hari kerja. 

Sehingga tidak termasuk dalam estimasi 

waktu transaksi reksa dana dan update 

portofolio reksa dana. 

 

Atas perhatian Bapak/Ibu, kami ucapkan 

terima kasih. 

Dear Sir/Madam, 

 

Thank you for trusting Bareksa as your 

investment platform. 

 

We would like to inform you that your 

purchase order for the [xxx] mutual fund 

product with order number [xxx] has been 

successfully verified. The order will be 

processed using the NAV of 

[date/month/year]. 

 

Your units will be visible in the Portfolio 

menu on the following day, at the latest by 

T+2 business days in the evening, based 

on data received from the Custodian Bank 

and the Securities Ownership Reference 

system. 

 

Please note that Saturdays, Sundays, and 

public holidays are not considered 

business days, and are therefore excluded 

from the estimated processing time for 

mutual fund transactions and portfolio 

updates. 

 

Thank you for your attention. 
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Source Language (SL) Target Language (TL) 

Dengan hormat, 

Bapak/Ibu 

 

Terima kasih telah mempercayakan 

Bareksa sebagai wadah investasi. 

 

Perihal pendaftaran akun Bareksa, 

Bapak/Ibu, kami informasikan bahwa 

proses pendaftaran telah berhasil 

dilakukan dan selanjutnya akan dilakukan 

pembentukan Single Investor 

Identification (SID) dalam waktu paling 

lambat 1x24 jam hari kerja. 

 

Selain itu, pendaftaran akun Bareksa 

Saham Bapak/Ibu saat ini sedang dalam 

proses verifikasi lebih lanjut oleh PT 

Ciptadana Sekuritas Asia. Proses 

verifikasi tersebut memerlukan waktu 3–5 

hari kerja bursa (Senin–Jumat, tidak 

termasuk hari libur). 

 

Untuk pembuatan akun SBN, proses 

pendaftaran Bapak/Ibu telah kami terima 

dan saat ini sedang dalam tahap verifikasi 

serta pembentukan Sub-Registry di PT 

Bina Artha Sekuritas. Proses ini 

memerlukan waktu 2×24 jam hari kerja. 

Bapak/Ibu akan menerima email 

konfirmasi apabila Sub-Registry telah 

Dear Sir/Madam, 

 

Thank you for trusting Bareksa as your 

investment platform. 

 

Regarding your Bareksa account 

registration, we would like to inform you 

that the registration process has been 

completed successfully. Your Single 

Investor Identification (SID) will be 

generated within a maximum of 1 

business day. 

 

In addition, your Bareksa Stock account is 

currently undergoing further verification 

by PT Ciptadana Sekuritas Asia. This 

verification process will take 3–5 stock 

exchange business days (Monday–Friday, 

excluding public holidays). 

 

With regard to your Government 

Securities (SBN) account, we have 

received your registration, and it is 

currently in the process of verification and 

Sub-Registry formation at PT Bina Artha 

Sekuritas. This process takes 2 business 

days. You will receive a confirmation 

email once your Sub-Registry has been 

successfully registered by PT Bina Artha 

Sekuritas. 
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berhasil didaftarkan oleh PT Bina Artha 

Sekuritas. 

 

Mohon Bapak/Ibu dapat menunggu dan 

melakukan pengecekan secara berkala 

melalui aplikasi Bareksa. 

 

Atas perhatian Bapak/Ibu, kami ucapkan 

terima kasih. 

 

We kindly ask that you wait and check for 

updates periodically through the Bareksa 

app. 

 

Thank you for your attention. 
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