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The whole project started 

in August 2015 whereas the bank had 

70% of functionalities available for a selected 

group of users already in December 2015. 

After passing acceptance tests in February 2016

the solution was fully implemented 

and prepared to be used 

by bank employees.  
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Initial Situation

Employees of Československá obchodná banka get in contact with client data on a daily  

basis. These are processed with the help of RM Tool, as the bank in general calls its existing  

CRM system built on Microsoft Dynamics CRM 2011 platform. 

As the time passed by, the used solution has stopped to fulfi l demanding requirements of 

the bank and continual outdating of the system was irreversible. As the Microsoft solution 

for customer relationship management was satisfying for the bank, it decided to upgrade 

the system to its latest version - Microsoft Dynamics CRM 2015. 

Solution

By updating of CRM system and im-

plementing of new functionalities  

gained ČSOB a fl exible platform 

for the further development 

of the system which provides 

a 360–degree view on its customers.

Client Profile

Československá obchodná banka (ČSOB) is a leading Slovak bank with over a 50-

year-  long tradition. It excels with its wide portfolio of products and services, which 

bank provides to its retail clients, small and medium–class entrepreneurs, corporate 

companies as well as to clients of private banking. 

Since July 2009 ČSOB has been a legal successor of Istrobanka.  

End User

Československá obchodná 

banka, Inc.
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The following objectives were approved during initial meetings with ČSOB:

 • increase in the quality of management of trading portfolio by providing access to all 

necessary information, located in one place;

 • guaranty of corporate mobility in the form of access to CRM system from anywhere 

via a smartphone or tablet;

 • implementation of a new functionality to approve requests for price exceptions for bank

products;

 • increase of the staff productivity by reducing  the time spent by overtime adminis-

trative work, which could be automatized;

 • support of manager decision–making based on always actual information;

 • reduction of demands for implementation of future requirements of the bank to 

CRM systems;

 • possible modifi cation of processes and workfl ows by selected employees;

 • acquiring of intuitive and user–friendly environment.

Solution

The basis of our solution for relations management with corporate clients of Českoslo-

venská obchodná banka is the  Microsoft Dynamics 2015 platform.  It is a system which 

allows a complex view on the client and trading portfolio. At the same time Microsoft 

Dynamics offers a robust platform for further CRM functionalities as well as its integration 

with other applications. 

Besides the upgrade to the latest version of CRM 2015 the attention was aimed at the 

adjustment of ergonomics of the system usage. Appearance of used application forms, 

views and entities have been adjusted. Cleaning of not used entities and attributes 

was carried out so that they were replaced or in some cases unifi ed. Used entities were 

upgraded and for improvement of working processes new entities and functionalities 

were introduced.

The most important was doubtlessly the implementation of a new functionality, namely 

a complex process used for requests for price exceptions to bank products. The new part 

of application enables its users to directly enter all types of price exceptions and process  

them within the solution of corporate clients service  in CRM.  

Users have also appreciated the native integration of the application with Microsoft 

Outlook, which could be used both to plan work agenda in a known environment and 

also to have context–connected data with relevant records in CRM.

The last but not the least the mobility of the solution is a great benefi t for the bank – em-

ployees could after changing to a newly–implemented version enter the CRM system via 

mobile devices which hasn´t been available so far. Bank employees have an access to all 

necessary information from anywhere. 

Project Objectives
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   Project 
   Develompemnt

The whole project started in August whereas the bank had 

70% of functionalities available for a selected group of users 

already in December 2015.

 August – September 2015 

In the initial stage we have carefully analysed already existing 

Microsoft Dynamics CRM 2011. A set of workshops took place 

during which we went through existing functionalities, technical 

parts of the solution and together we defi ned boundaries of the 

project and its schedule which specifi ed the delivery date.

Due to significant changes in the environment of individual 

versions, the employees of the bank were shown differences in 

design and functionality. Thanks to this attitude the employees 

gained a better overview about possibilities of the new CRM 

system usage just before its implementation.

A great emphasis was put on defi ning of requirements on the 

new functionality, which provided approval of application forms 

of price exceptions to bank products.  So far, these had been 

solved by sending e – mails. 

 September 2015 – January 2016

The result of in – depth analysis was functional specifi cation for 

the project which was called Solution blueprint.  The specifi cation 

involved all approved and decisive information on basis of which 

we have realised the implementation stage in the following six 

months. The part of the task was the migration, consolidation 

and transformation of data from the old version of the system 

to the new RM Tool.

We were meeting with the client during the whole project. The 

aim was to gain information about the creation of a so called 

prototype of the solution, based on which we could quickly and 

illustratively show the bank the final product of the project. 

Further meetings focused on presentation of current results of 

the implementation which made the CRM system fully adapted 

to the requirements and imagination of the client.

In this period key users from the side of the bank were trained 

and then they were in charge of training of fi nal users of the new 

CRM system.

 February 2016

Based on acceptance tests run during the whole month, the fi nal 

acceptance of the new version Microsoft Dynamics CRM 2015 

was accomplished. 

 March 2016

The solution was delivered to the client on 7 March 2016 so that 

it could immediately use the benefi ts of the new version of the 

CRM system. The bank was given a two – week of uninterrupted 

support. 

Currently with the bank are held negotiations about the possibility 

to develop new functionalities. It involves the integration of all 

systems and applications which bank actively uses to perform 

its work tasks. The conclusion of integration process is set to 

March 2017.

1. ČSOB gained a fl exible platform for the further develop-
ment of the system which provides a 360–degree view 
on its customers.

2. The new functionality for approving of requirements for 
price exceptions has substantially streamlined the whole 
process of their processing and customer service.

3. The bank has thanks to the mobile solution the possibility 
to enter CRM system via a tablet computer or smartphone, 
which created a continuous access to important data 
from everywhere.

4. The management acquired still up–to–date overview about 
the daily agenda of its employees and unsettled claims 
within deadline (task management). 

5. A well–arranged display of information through operative 
reporting and the possibility of its customising to individual 
employees based on the work position have made the 
whole decision–making process easier.

6. 

What benefits 
have been gained?
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