ČSOB Bank Improves Services
for its Customers Thanks to the Cooperation
with the IT Company Millennium
The CRM application provides a comprehensive view of client data

IMPORTANCE OF DIGITAL TRANSFORMATION

IT trends for Banks
Implementation of modern IT technologies to large
companies such as banks proves that digitization has
a very strong position also in originally conservative corporations. It takes courage to decide for changes causing
digital transformation of processes and change in corporate culture.

Increasing power of digital transformation is underlined by
many studies and researches which resulted in a summary
of top strategic priorities not only for the bank sector.

Top banking priorities through 2021
Last year, Digital Banking Report focused their research on
targeting top strategic priorities of globally operating banks for
the year 2021. They found out that bank institutions consider
as the top priority the digital transformation and, on the second
place, improving customer experience.

Digital banking transformation

75%
Improving customer experience

51%
Cost management

47%
Risk management

32%

Source: Digital Banking Report Research 2020

Driving growth

30%
Advanced technology deployment

21%
Innovation

20%
Operations excellence

19%
Customer-centric
design

Mobile-only
model

Culture development

8%

Data
insights

Competitive strengths of
Bigtech and Fintech players
Competitive strengths of
Bigtech and Fintech
players

Open-platform
model

Agile
approach
at scaled

The difference between the best providers of digital services in
the financial area and providers from the majority of financial
institution operating on the market for a long time lies in the fact
that the top organizations on the digital market are focused on
improving customer experience. However, digital transformation
begins with simplification of internal processes what provides the
banks with a strong competitive advantage.
Source: Capgemini Financial Services

Effective
collaboration

Digitization is one of the key pillars also for the ČSOB Bank. Thanks to the Microsoft technology, ČSOB started to use one bankwide solution which is a part of the long-term strategic programme of the bank digital transformation. ČSOB story is an example
of how a comprehensive long-term strategy can emerge from a simple initial idea.
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Company Profile
The Czechoslovak Commercial Bank (ČSOB) is one of the foremost Slovak bank with
more than 50-year tradition. It provides its services to retail clients, small and medium
entrepreneurs, and corporate as well as private banking clients. Besides having the comprehensive offer of bank products, it stands out also thanks to the implementation of the
bancassurance concept and its personal approach. The bank portfolio comprises of current
accounts, term deposits, consumer and mortgage loans, credit cards as well as various other
products, e.g. life or non-life insurance, mutual funds, leasing or building savings.

Starting Point
Before the implementation of the CRM solution, ČSOB used a proprietary and quite obsolete application for customer data management.
This solution had several restrictions in terms of lead management
or creation and launching of various commercial campaigns for selected client segments. The major disadvantages of the previous solution
were fractured client data, a missing unified product catalogue and a
comprehensive view on interactions between the client and the bank
via all channels, all today´s most wanted features.

We suggested the bank to effectively use the Microsoft Dynamics 365
platform thanks to which the new CRM application would cover the key
business and functional areas: Customer Management, Sales, Marketing
and Servicing. Integration of the CRM solution into the general IT architecture would, besides connection with various core bank systems and
data sources, interconnect with the physical ID card reader which is the
must when serving the clients at a bank branch.

The increasing stress put on orientation on data and their correct
usage made ČSOB to revaluate its strategy and brought an idea to move
forward and improve their work with the clients.

Data has become a key commodity. If a company can work with them effectively, it´s important added value
for the customers getting what they truly need – a needs analysis, high-quality consultancy and, finally,
a product reflecting their needs. Of course, a high-quality tool for data management makes work of all
our colleagues easier and more effective during direct or indirect contact with a customer. It represents
a basic pillar of our digital transformation consisting not only of technical exchange of systems but also
of transformation of our minds with the aim for all our steps and processes to be primarily customer-oriented.
My big thanks belongs to all colleagues who have been involved into the CRM implementation as well as those
who use it every day, otherwise, our effort would have been in vain. And of course, my big thanks belongs
to the Millennium team for their professional approach during the entire solution implementation period.

Juraj Ebringer
A member of the ČSOB executive board responsible for retail and private banking
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Solution
The CRM solution is primarily a client application able to be used for
all bank´s client segments and adjusted to the needs of all employees
working with client data. The CRM system promotes administration of
all sales channels via topical and easily accessible client data. It serves
as a key data source for getting to know the client and facilitate setting
the right way of communication for the employees and controlled
management of sales and service processes within the life-cycle of the
client. A comprehensive catalogue of bank product is a part of the CRM
solution as well.

The delivered solution is a user-friendly and transparent tool taking into
account the business priorities of ČSOB. Thanks to the CRM solution, the
bank management has acquired a tool for better coordination of individual employees´ activities which can be monitored via various variables
and thus their work performance can be effectively managed as well.

This project was really challenging for us and I am very glad that together we have managed it successfully.
When implementing such a large-scale project, the issue is not only to solve all the technical and integration questions. Firstly, the most important is comprehensive understanding and synchronization of all the
expectations from various types of users. That is to say, implementation of a new solution of this type does
not only mean the delivery of a new technical solution, but also represents a new approach and way of work.
We have managed it in ČSOB, what makes us very happy. At the same time we understand that it is just
a beginning of the journey and it is at least as much important to be close to the customer in the future and
help them in the future direction and development of the solution.

Richard Sládek
Finance and Utility Business Lead, Millennium
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Modern technologies enable companies to adjust available digital solutions to their specific needs to reach
higher effectivity and scalability. Technologies make every day work and access to real and well-processed
data easier. At the same time, they help companies to solve issues as well as understand their customers´
needs. The CRM project of the application for ČSOB is a real example of how data and technologies transform
modern banking in order to satisfy its customers.

Violeta Luca
General Manager Czech Republic and Slovakia at Microsoft

The Project Goal
We have delivered to ČSOB an application built on the Microsoft technology which has materialized the bank´s digital strategy. The aim of the
application is to provide all users – from bank branches through the call
centre, corporate banking to the back office – with a unified and modern
front-end tool for management of existing as well potential clients and
related activities.
The delivered application provides top-notch customer support, simple
and comprehensive overview of client data and easier administration
of client offers. Not to mention support of effective contact management and customer relationships.

Illustration image

The Course of the Project
During the initial phases, the solution implementation was managed
by the standard CPMF project management. However, from 2020,
the phases that followed were managed by the agile methodology.
Thanks to that, the bank management had a constant view on the
project status and was able to monitor outcomes of individual spurts
and provide us with fast feedback.
Since the CRM solution was a strategic project aimed to be used by
the entire bank, all bank´s departments and management levels on
the customer´s side were involved in the process. The solution was
developed in our cloud platform, however, testing and acceptance
took place at the customer.

4

During the project implementation, the most important task was to map
requirements and expectations regarding possibilities and functionalities
of the Microsoft Dynamics 365 platform of various user groups within
ČSOB, thus minimizing complicated development and customizations.
The goal of this approach was to promote easy maintenance and flexible
development of the solution in the future.
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We have brought
significant benefits to our customer
1.
2.
3.
4.
5.
6.

A key tool optimizing and simplifying internal process.
More effective management of contacts and customer relationships.
An comprehensive view on client data and easier administration of clients´ needs and offers.
A tool for better coordination of bank employees´ activities.
Improvement of communication between individual bank departments.
A catalogue of all bank products.

Used Technologies

How to start?
Contact us today and we will arrange a non-binding meeting.
Together we will go through your needs and prepare a solution tailored
to your company.

obchod@millennium.sk
www.millennium.sk
+421 2 59 100 300
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