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We invest in what is important: in renewable energies, affordable housing, 

daycare centres, schools and hospitals. We support citizen investment and 

are a partner to local agriculture.

The DKB at a glance

Not all banks are the same - and many banks don't even know what they 

stand for. We do. 

Founded in 1990

100 % subsidiary of 

BayernLB.

124 Mrd. EUR total assets

Among the top 20 banks in 

Germany.

97,4 Mrd. EUR 

Customer claims

5.000 employees

100 % 

#geldverbesserer

5,7 Mio. customers

Municipalities, companies, 

private customers.



As a 100% subsidiary of DKB AG, DKB Service is responsible for the entire 
customer service in the front and back office

Digitization

Increased efficiency

Process optimization

Breathing organisation

Momentum generator

Bundling and structuring of
service processes

Processing of the standardized
volume business



Customer Service at a glance

> Up to 5 Mio. Contract per year

Front Office – Calls & Mails

> Up to 2,5 Mio. Customer Requests per year

Back Office



WHY are

self-services are so 

important for our customer 
satisfaction and 

WHY we decided for an 

implementation based on 

PEGA. 



The DKB PEGA Journey – A Center-Out Success Story
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DKB App

The DKB PEGA Journey – A Center-Out Success Story
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Customer Self Services at a glance

Customer Service 
AgentTheme Cosmos 

Theme Constellation 

Legend

We are differentiating…

Pega Backend

DKB Online Channels

Customer

PEGA Self 
Service

green cases

DKB Online Channels
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DKB Online Channels
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Add, change and even delete Products fast 

and without manual interventions. 

Customer Self Services –
Internet



Add, change and even delete Products fast 

and without manual interventions. 

Customer Self Services –
Internet



Why we decided to use PEGA to implement Customer Self Services using 
Constellation

On the journey of the migrating our Customer facing channels (Web, Internet Banking, App) to use PEGA as well for 

UI/UX of Self Service.

Capabilities fostering the decision

Integration via Web Embed: Ensuring a seamless customer 
journey 

Technology match: React and Constellation

Stability and scalability: Due to Pega Could

Ability to deliver: Trustful Partnership, which is the basis to 
overcome hurdles and guaranty for fast reactions in critical 
situations. Last but not least: Knowledgeable Consultant 
having Customer success in mind. 

Integration abilities:  Because of the need to integration 
various Applications

< >



HOW - Example User Journey 
for Customer and Agents 

HOW - Architecture, being the 

foundation of the highway we build 

with Pega



Customer Self Services at a glance - analogy

If a customer request leaves the automation “highway”, the journey on 
the site street should be as efficient and effective as possible. 



User Journey – Change of Name

UI = Constellation

UI = Cosmos



User Journey – Broker U18 Sign Up

Get User Input Check Red Case Update User Contracts to Inbox

Initalization Examination Capture Resolution

Fetch Data  Wait for Consensus Set Data

Initalization Processing Resolution

Verify Link Get User Input Authentication Update & Progress

Initalization Capture Processing Resolution

Verify Link Get User Input Authentication Update & Progress

Initalization Capture Processing Resolution



User Journey – Broker U18 Sign Up



Application Landscape focusing Customer Service
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Pega Architecture at DKB – Pattern HTML embed
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Pega Architecture at DKB – Pattern Rest API integration

Pega Backend Architecture 

PEGA 8
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Process
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DKB Online Channels, …

Process Logic

Constellation

Customer



Pega @ DKB 
technical fact and figures

34  Bus.-, 11 Supporting Applications

63 Case Types

15 Components

8 Product Teams, 1 Foundation Team, 
1 Centre of Excellence

> 35 Pega Developers

Partners



Use of Constellation - Learnings

Knowledge of Constellation Pattern https://design.pega.com/design/patterns/ is essential

Get experts on board, who used constellation 

Be aware of your company UX/UI standard and be aware of potential gaps

Make you UX/UI Designer aware of the Constellation capabilities

Get UX/UI Design, Business Analyst, PEGA Lead System Architect and Business in one room, when 
designing the UX /UI

Get in close contact with the PEGA Constellation product team, to align on gaps and plans

Consider Custom Components, but be aware of the flipside

In case of HTML embed solutions, get a knowledgeable React Developer on Board 
and consider the use of CSS injections

https://design.pega.com/design/patterns/


WHAT we did on our roadmap 

to success. 

Bridges to cross 
and 

fast tracks taken



How do we need to 
organize Teams within a 
Product and Process 
based organization? 

We can‘t have Teams for each 
Product supporting the entire 
life cycle. 

So, we organized around the 
general product life cycle.

Create Product
Products, Accounts & 
Cards

Digital Entry
Website, Internet Banking, App

Change Product
Cards replacement, Limits, etc.

Change Master Data
Everything around 

Personal Data

Cancel / 
Delete Product

Products, Accounts & 
Cards 

Physical Entry
Digitalize & distribute

Foundation
Providing and assuring the 

fundament incl. the Layer Cake  

Centre of Excellence
Virtual team, Architecture & Guideline for the 
right usage of Pega 



How to slice change initiatives to deliver fast with high value for business 
and users (1/2)? 

1. Create Change Portfolio
2. Re-asses and Change 

Portfolio
3. Periodic Planning

4. Continuous 
Implementation & 

Delivery

Strategic Target

Strategic Theme 

Initiative

…

… 

Increment 1 Team 
A

Increment 2 Team 
B

Increment 3 Team 
B

Feature 1 
Team B

Feature n 
Team B

Story 1 
Team B

Story n 
Team B

Priories: Cost of delay & WSJF

Slice: Start from process lifecycle 
(naturally supported by Pega)

Teams - delivery

Portfolio - priorize

On Sub-Portfolios incl. IT-Domains



How to slice change initiatives to deliver fast with high value for business 
and users (2/2)?

Review
Users & all Teams

Sprint Planning 
per Team

Status Meetings
Product Owners, Domain 

Lead, Sub-Portfolio Owner

Jour fixes
Impediments, dependencies, 

people

Retros
per Team & Domain

Center of Excellence

Pega Dev Chapter

PO & BA Chapter Testing Chapter

3. Periodic Planning
2 month, all Teams

4. Continuous 
Implementation & 

Delivery

2.1.

Triangle of Business, 
Product and Tech
representatives on all levels



Success based close cooperation between DKB and PEGA

0205

01

04 03

Bugs

Cooperation for the best use of the productPOLARWE
SS

DKB part of the 
Pega Client 

Adoption Program

Implementation Pattern

UI - Components

Integration

Product enhancements

New components been part of the product

DKB roadmap been taken into account for 
Product Bug fixes

Web-Embed Integration been enhanced based 
on DKB needs

Feature requests taken on board



> 550.000 cases
digitized inbox entries

1,5 Min
Time saving per case

Physical 
Entry

> 92% 
Automation Degree Credit Card 

Orders

Open Giro Account

> 80% 
Automation Degree

within

10 Minutes

4 Min 
~ Time saving per case, 60% less then 

before

Essential self services implemented
Name, Address, Family Status, Power 

of Attorney, Tax, …

> 90 %
Automation Degree

Products, Accounts & Cards 

Facts and Figures

Create Product Change Product & 
Master Data

Cancel / 
Delete Product

Centre of Excellence & Foundation Team

> 180 APIs > 150 Reports ~ 100% Uptime ~ 4 go lives / month

> 1,6 Mio Cases overall
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