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South Tyrol

Blend of Cultures Skiing Paradise Hiking

Alpine Beauty
Wine Country 500.000 people Multilingual




Raiffeisen South Tyrol

40 Banks 2.200 Employees 1 Strategy

170 Branches 1 IT Service Provider
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Andreas Unterhauser

Product Management Expert & Coordinator
Lead

Tech Enthusiast, Project Management,
Product Design

Sports, Food, Family

Dietmar Wieser

Architecture & Solution Design Lead

Tech Enthusiast, Software Engineering,
Architecture Designing

Family, Climbing
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ur Flagship

Willkommen

Entdecke die Raiffeisen-App neu!

Modern und lokal - die Raiffeisen-App prisentiert
sich im neuen Design.

Die Sicherheit bleibt fir uns dabei weiterhin oberste
Prioritat. Deshalb wird der Zugriff zur Raiffeisen-App
zusatzlich durch die App Raiffeisen-ID geschtzt. Sie
bildet deinen persénlichen Zugangsschliissel und
macht komplizierte Passwérter tiberfiissig. Lege jetzt
deinen Benutzer an oder klick dich durch die

Demoversion und wende dich an deine

Benutzer anlegen

Internen Benutzer anlegen

Ausprobieren
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ol LTE @

Max Mustermann
RAIFFEISENKASSE
ITOOROOO0000000000300000001
SWIFT/BI! BITOO>

SALDO

1.880,00

DIENSTAG, 30. MAI 2023

Maria Musterfrau

MONTAG, 29. MAI 2023

Einkauf vor Ort

Meine Zahlungen

STANDARD BANKING
[G»  Uberweisung
@a Bankerlagschein/Freccia
AUFLADUNGEN

@ Handy aufladen

Siidtirol Pass

WEITERES

Autosteuer

S Versicherung

S <2 ®

#  Available on the

[ ¢ App Store

.

GETITON

Google Play




Legacy? Legacy!

Ll Sitzung A - [24 x 80]

Datei Bearbeiten Kommunikation Aktionen Fenster Hilfe

Einstellungen

B B =T -~ = BB = D» D Dy D
dnzeige drucken Kopieren Einfiigen Senden Empfangen Anzeige Farbe Zuordnen Aufzeichnen Stoppen Wiedergabe Beenden
Raiffeisen 24/07/2023
——————————————————— GESTIONE CARTE E SERVIZI e e e e

Anzeigen

@1 03134 ALPENBANK AG
@2 03493 RAIFFEISEN LANDESBANK
03 08010 RK GADERTAL
4 08015 RK ANDRIAN
05 08020 RK HOCHPUSTERTAL
06 08033 RK BRANZOLL-AUER
@7 08035 RK BRUNECK
08 08056 RK KASTELRUTH
28060 RK TSCHARS
10 08065 RK SCHLERN-ROSENGARTEN
11 08066 RK OBERVINSCHGAU
12 08080 RK TOBLACH
13 08081 RK BOZEN
14 08089 RK VOELS
15 08094 RK VILLNOESS

_ - DIGITARE NUMERO RIGA O CODICE ABI -
O3=EXIT ©O07=PGUP 0©08=PGDW

21/019
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Needs

Rethinking the way
of working

Skills
Shortages

Simplicity

80 — 20 Rule

Standardization
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™

Banking App

Organizational

www

—\

Website

U

&

ipiminl

Core Banking

Technological

Desktop
App

One Implementation
e P

for all Channels

@ Time to Market

@ —— Performance

e — Guided UX

Multiple User Groups
across Multiple Channels

12



Guiding Principles

A
(N g;

Catch up Embrace agility Adapt to
— FAST! to deliver standards, copy
results quickly and do what has
proven successful
for others
20

Leverage strategic
partnerships along
the way

Think digital, not
only in IT but
throughout the
organization

13



This is the beginning of a long journey...

Strategy and solution design
and decision process

T

Omnichannel Platform
Implementation
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Focus on Cross-Channel User Experience
Customer Centricity and Collaboration

Core Banking

Irput Filds

i

T
Online
App Banking

www|  Website
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First deliveries confirmed we are following the right path
Launched June 2023

& Raiffeisen nexi

= R

XXX XXX XXXX RXXX

Self service profile updates Appointment scheduling Card order process

lllllll
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Bankkarte verfallt

=

The Debit Card Order Workflow —
client notification

Upon login the client is notified on the
upcoming card expiry and invited to
order the new Raiffeisen Debit Card.



lllllll

Kartenauswahl

Debit Card bestellen

Félligkeit Bankkarte

0 Raiffeisen

k . ')))

Kartenbestellung

Raiffeisen Debit Card Standard v

dabit
2023-09-1J

The Debit Card Order Workflow —
guided UX

The client navigates through a guided process.
While having to verify certain data, prefilled fields
and selection options allow a quick completion.
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seguito esplicito consenso. lo sottascritto
prendo inoltre atto che, ai sensi dell'art. 42
del D.Lgs. 231/2007, 'impossibilita di
completare l'adeguata verifica impedira
l'instaurazione o la prosecuzione del
rapporto)

Dichiara il ricevimento Copia del Foglio
Informativo, della compilata e sottoscritta
Proposta Contrattuale e del Documento di

sintesi

Dichiarazione se persona politicamente
esposta

Accettazione specifica delle clausole
vessatorie (art. 4 - Emissione della Carta e
conclusione del Contratto; art. 6 - Durata
del Contratto e validita della Carta; art. 8 -
Uso della Carta; art. 12 - Rapporti con gli
Esercenti; art. 20 - Pagamenti; art. 21 -
Comunicazioni e infermazioni relative ad
Operazioni di pagamento; art. 27 -
Obblighi a carico del Titolare in relazione
all'utilizzo della Carta e alle credenziali di
sicurezza personalizzate; art. 28 -
Responsabilita del Titolare in caso di

smarrimento, furto, approg

2023-09-17

The Debit Card Order Workflow —
contract signing steps

- The process forsees an end-to-end
completion by the client, including
the digital contract closing.



The Debit Card Order Workflow —
success step

Dokument erfolgreich
unterzeichnet

Deine Bestellung war erfolgreich. Wir
informieren dich, sobald deine
Raiffeisen Debit Card in der Filiale
abholbereit ist. Bitte bringe deine alte
Bankkarte mit, damit wir diese l6schen
kénnen.

- With this new process the client can order
a debit card within a few minutes and if he
encounters any issue along the way...

Deine Bestellung

2023-09-1"
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LR BN -

& ibiate [ 13 home-M3 x
SGH O m3-tadsaiffeisenit
il Omni il Jr §l Confuence § Test §l Abnahme [l Produktion §ll Anderes il Splunk il Varies RIS Handbuch - RS...

] 5% EEEEEE © EERS

[Klassifizierung)
Filiale 00 RAIFFEISENKASSE BOZEN - HAUPTSITZ
rater 00 FILIALE 00 - SF
Uberziehungsberater 00 FILIALE 00 - SITZ
Kategorie P PRIVATKUNDE
Typ

Datenschutz v/

{identifikationsdokument]

en AIR AN
Identitatskarte (1al. en AIRRELEVANT
Ausgestellt von rung
Ausgestelitam 11,02 Info Kundenprifung - keine Informationen

Falligkeit 15,07
[Verkniipfungen]

[Tatigkelt
MITINHARER VON
Berufsgruppe 03

Tatigkeit
Geschafisgruppe
Geschafiszwelg
ten: Finanz- und
Arbeitgeber
Deviseniniander

Steveransassig in

[TEST]

i

’)qo'azﬂ

- 0

Kunde (X

Neuer Kunde = G =

Kommunikation

Telematische Adressen

[Berate
chrift
[Hinweise]
Belegorofil 2 PBANK PROFIL(2)

Mitteilungen Magaz per Post {Kundenagenda]

[Sonderinformati

GIANOS3D Fragebogen

CRIF CRIF

GIANOS3D Fragebogen hrift)
i

ten gefunden

Tagesdatum: 14092023 154624 | Buchungsdatum: 14092023 | 08081
W 26°C Paial sereno. A m @ 2023709714 15:46:24

The Debit Card Order Workflow —
bank view

—— ...the bank employees can take it,

from whereever the client is not able
to proceed, and finish the order right
in their core banking software.




——— ~=+) The Debit Card Order Workflow —

« C 6 m3-tad aiffeisen.it 0ot @ P -

M Omni il o [ Confluence i Test @8 Abrahme §l Produktion [l Anderes [l Splunk il Varies RIS Handbuch - RIS...

[m3] I Forse Yol Rl oo o — Tl e PT e proceSS OverVieW

Kunde (X

@ &
e o O e N
R1 RZ

Datenkontrolle durch Berater 14.09.2023 15:38:01 14.09.2023 154005

L ...the bank employees can take it,

“‘ from whereever the client is not able
to proceed, and finish the order right
in their core banking software.

[TEST] Tagesdatum: 14.092023 154625 | Buchungsdatum: 14.092023 | 08081
2|00 go2F 06 W 26 Pazalsereno ~ 1 @ 2023709714 15:46:25
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The Debit Card Order Workflow —
LR ————— ___| omnichannel solution integration

Tasks
1

& ibivate [ M home-M3 e
<« C 6 m3-tadraiffeisen.t M ¢ & @
il Omni il Jim 8 Confluence i Test @ Abnahme [l Produkion [l Anderes [l Splunk [l Varies RIS Handbuch - RIS...

Kartenbestellung

Angeforderte Karte

Raiffeisen Debit,Card Standard fiir

B BN PEN B NN

Kartenauswahl

| [ ...the bank employees can take it,

| from whereever the client is not able
to proceed, and finish the order right
in their core banking software.

aaaaaaa

Produktvariante der neuen Karte:

Kartennetz
Jahresgebiihr

[ Zuriick zu Kundenposition |

weEl-BE [TEST] Tagesdatum: 14.09.2023 15:46:4 | Buchungsdatum: 14092023 | 08081
am O 0 5o 2506 W 26°C Parssereno A 1 @ 2023709714 15:46:33




What's happening behind the scenes?
Breaking down the demo

Core Banking

Digital Signature

lllllll

Card Provider Service

25



-~ REVIEW OK?
{%} N N {?'@
GENERATE SIGN CONSULTANT
CONTRACT CONTRACT REVIEW ORDER CARD

o~ )

AN O

CARD CUSTOMER
SELECTION DATA SUMMARY

@

%0
Bestellung neue
Debitkarte SEND MAIL

Austauschxarte bestellen

Filigkeit Bankkarte

Bestellung neue
Debitkarte

00123455 Muster Melanie

L3

1 2

Raifeisen Debit Card Consumer

Debitkarte Standard
mit Visa fiir Melanie

® Raiffeisen nexi

=SE ) debit
XXXX XXXX XXXX XXXX

Y MM/ AN
COGNOME NOME
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Omnichannel

Service

Datasource

Embedded JS

IFrame
Standalone (Link)

System Architecture
Camunda Integration

Ul

UI-Ref:

CardSelection

CardSelection Summary ¢ - -----mmooo----o
T .
BFF %]ava"l? @Spring boot
[N ] BPM Br|dge LI
Omnichannel ;..?oss
BPM Service
\
N
>
caa Camunda n —

REVIEW OK?
8 faX faN & fa 8
CARD CUSTOMER SUNMARY: GENERATE SIGN CONSULTANT
SELECTION DATA CONTRACT CONTRACT REVIEW
START

SEND MAIL




Workflow Engine as a Service vs. Embedded
Camunda 8 vs. Camunda 7

lllllll

Embedded Workflow
Engine (library)

Application

Workflow Engine

Workflow Engine as a
Service

Application

l

Workflow Engine

28



Service Omnichannel

Datasource

Omnichannel BPM
Service

‘ Camunda 7 n

Today: Camunda 7
Using the REST AP

fs) f3} ) % ) A REVIEW OK? {@
T T - N Tec YES
CARD . GENERATE SIGN TANT
EEEEEEEEE DATA SUNMARY CONTRACT CONTRACT REVIEW ORDER CARD
START
NO

/




Service Omnichannel

Datasource

Omnichannel BPM
Service

‘ Camunda 8 n

Tomorrow: Camunda 8
Planned for 2024

/

k2
. (@

ORDER CARD
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This is the beginning of a long journey...

Strategy and solution design
and decision process

T
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Go-Live
First three processes

|

Omnichannel Platform
Implementation

25.000 processes run, by:

SN 61

Employees Customers,

and distributed across:

B Appointments
Profile Update
Card

- Order

Go-Live
Next 3 processes

| >

~ 30 workflows planned

32
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Learnings

Leverage Camunda's Universality

lllllll

Great Team & Partners

34



Special thanks to...

GAMUNDA

, Process
Automation
- . Excellence

Certified Platinum Partner

... and the awesome Raiffeisen team at home!

lllllll
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Learnings

Leverage Camunda's Universality

Maximize Use Cases

lllllll

Great Team & Partners

Legacy Systems Integration
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