
VERTRAULICH
Internes Dokument

Empowering an Omnichannel Banking 
Experience

Andreas Unterhauser
Dietmar Wieser 

Raiffeisen Information Service



2

Agenda



3

Europe view
Single pin
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South Tyrol

Alpine Beauty
Wine Country

Skiing ParadiseBlend of Cultures

500.000 people Multilingual

Hiking



Raiffeisen South Tyrol

170 Branches

40 Banks

1 IT Service Provider

1 Strategy2.200 Employees



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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Our Flagship
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Legacy? Legacy!
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Needs

Organizational Technological

Core BankingBanking App

Website Desktop 
App

Guided UX

One Implementation 
for all Channels

Performance

Time to Market

Rethinking the way
of working

Skills 
Shortages

Simplicity

80 – 20 Rule

Multiple User Groups 
across Multiple ChannelsStandardization
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Guiding Principles

Catch up 
– FAST!

Embrace agility 
to deliver 
results quickly

Leverage strategic 
partnerships along 
the way

Think digital, not 
only in IT but 
throughout the 
organization 

Adapt to 
standards, copy 
and do what has 
proven successful 
for others



This is the beginning of a long journey…

2022

Strategy and solution design 
and decision process

02/2023

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

App

Website

Online 
Banking



First deliveries confirmed we are following the right path
Launched June 2023
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Card order processSelf service profile updates Appointment scheduling

✔✔ ✔



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.



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. 



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

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



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 –  
process overview

…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 –  
omnichannel solution integration

…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. 
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What`s happening behind the scenes?
Breaking down the demo

Banking App

Document Management 

Digital Signature

Core Banking

Card Management

E-Mail

Card Provider Service
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BFF

UI

CardSelection Summary …

BPM Bridge

Omnichannel 
BPM Service… …
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Oracle Camunda

UI-Ref:
CardSelection

UI-Ref:
Summary

…

… …

System Architecture
Camunda Integration

…

Embedded JS
IFrame

Standalone (Link)
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Workflow Engine as a Service vs. Embedded
Camunda 8 vs. Camunda 7

Workflow Engine as a 
Service

Application

Workflow Engine

Embedded Workflow 
Engine (library)

Application

Workflow Engine

C7 C7C8
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Omnichannel BPM 
Service
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Today: Camunda 7
Using the REST API

Camunda 7

REST
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Tomorrow: Camunda 8
Planned for 2024

Camunda 7

REST

Camunda 8

gRPC



31



This is the beginning of a long journey…

32

25.000 processes run, by:

Employees         Customers,

and distributed across:

2022

Strategy and solution design 
and decision process

02/2023

Omnichannel Platform 
Implementation

06/2023

Go-Live 
First three processes

Next 6 months

Go-Live
Next 3 processes

TODAY Next 2 years

~ 30 workflows planned

44%

14%

42%
Appointments

Profile Update
Card 
Order
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Learnings

1 2
Leverage Camunda's Universality Great Team & Partners
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Certified Platinum Partner

Special thanks to…

… and the awesome Raiffeisen team at home! 
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Learnings

1 2
Leverage Camunda's Universality Great Team & Partners

3 4
Maximize Use Cases Legacy Systems Integration
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