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A nationwide universal bank, serving all market segments  
in Poland wanted to go with the implementation of a new digital 
banking ecosystem for business customers, with comprehensive 
access to modern services, automatic processes, in an environment 
that is safe for the customer and the bank. The bank looked for 
a right way combine three major elements: latest technology, 
customer knowledge and omnichannel service. 

Technology allows to understand customer behavior, learn customer preferences and thus effectively respond 
to their needs, build better experiences and long-term customer loyalty across multiple channels. The ability to 
predict customer behavior and a personalized approach to their needs can only work effectively if the bank takes 
care of full integration of its sales and service channels.

Project goals
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Original objective –  
a ready-made solution

Goal: to ensure that all customer service and con-
tact channels integrate with each other that would 
be unnoticeable for the customer. As a result, trust 
in the bank will be built, and customers will be guar-
anteed consistency and transparency, regardless of 
which channel they use.

As part of the new solution, the bank’s intention was 
to maintain flexibility of the solution, ease of the cus-
tomer–bank communication, as well as high custom-
er freedom in portfolio management.

One of the key elements of implementing the new so-
lution was data migration from the current solution 
to the new one.

As for he high-level business goals of the project the 
emphasis was put on the increase in three major ar-
eas of bank’s interest: the number of active users, 
number of transactions, and the bank’s revenues.

Preliminary internal estimates of the bank assume 
implementation works for approximately 24 months.



4

Integrating Sales and Service Channels: a Comarch Open Platform  | Business Case Study

From the beginning, the RFP published by the bank 
was a very complex endeavor – the client wanted to 
revolutionize the Polish banking scene by introducing 
a comprehensive ecosystem of solutions addressed 
at its SME and Corporate clients. Focused not only on 
revamping of their current digital banking system, the 
aim was to integrate multiple value added services 
into the platform which would become a single point 
of digital contact for smaller and larger companies 
alike, providing not only banking products but also 
additional features, such as invoicing and account-
ing, through one unified user portal. 

There were many companies invited to take part in the 
proceedings, which lasted for many months – com-
prising of multiple whole-day business and technical 
workshops, looking into every detailed feature that 
was requested, following the presented processes to 
fully understand the value of each solution. What is 
more, the bank wanted to explore the possibility of 
modifying and extending the platform with help of 
their own IT teams – this was a crucial factor, as the 
bank wanted to emerge from this transformative ef-
fort as a more agile organization, with the ability to 
take control of the evolution of the digital banking 
platform using their own resources and keeping the 
intellectual property rights.

RFP proceedings

From the first releases, 
the new platform allows 
its joint development 
together with the bank’s 
IT. Thanks to the open 
architecture, the client 
has the possibility to 
share their own solutions 
on the platform.

Rafał Kwieciński
Head of Production at Comarch
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As a gateway to adopting nimbleness throughout the 
organization, the planned project was inevitably a co-
lossal undertaking. Nevertheless, as a result of the 
tender proceedings, Comarch was selected as part-
ner that would help the client with the transformation 
effort. There were 3 key factors that bolstered Co-
march’s status as the ultimate vendor:

Expertise in corporate and SME banking, 
proven multiple times throughout 
complex transformation projects 
completed recently in banks such as 
BNP Paribas or TTB;

Digital banking platform based on  
newest technologies, with emphasis on 
microservice architecture that enables 
agile way of working in mixed teams,  
or development done solely by the 
bank’s IT;

Comprehensive support not only for 
digital banking, but also a complete 
ecosystem of solutions, including 
two way integration with ERP system 
for one-stop-shop user experience 
throughout the platform.

The project start was scheduled at the beginning of 
2023 with the expectation to be completed within 2.5 
years, until the end of H1 2025, with the first product 
release in July 2024.

Settling for the proven partner
The client has decided 
to replace one of the first 
versions of our product 
with a newer version 
that has undergone 
a total technological 
metamorphosis. The 
new system solves 
the problems that 
limited further growth 
and handling of new 
client requirements for 
automatic processing of 
increasing transaction 
volumes.

Jakub Cieślewicz
Product Manager at Comarch
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Within the expected scope of implementation, the bank settled for 
the certain requirements that the ecosystem will encapsulate:

The Ecosystem
The new banking system 
means even better 
omnichannel processes. 
The new mobile application 
makes it possible not 
only to respond to current 
market needs in terms of 
functionality and modern 
authorization methods, but 
also to shorten the time to 
market for new functions 
provided in a hybrid 
manner – integration of 
the native solution with 
functionalities produced 
for the web.

Jakub Cieślewicz
Product Manager at Comarch

Internet banking 
system

internet banking 
mobile 
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CRM



Functional requirements

Cash management

Dashboard

Demo and tutorial

ERP – as an element of the ecosystem,  
integrated with the platform as one of the modules 
aggregating value added services for SME and 
Corporate clients – invoice issuing, accounting, 
warehouse management, HR management

Trade finance

Cards

Credits/loans

Deposits

Communication/Inbox

Reports

Marketing agreements

Native mobile app

Open API

Notifications

PSD2

Self Service (user rights/product  
access management)

Ecosystem of applications (Factoring, 
Trading, Custody, Currency exchange)

FX transactions (AutoDealing)

WebService (Bank Connect)

Factoring

Escrow accounts

LORO accounts

HR management
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About Comarch

Comarch is a global software house delivering and integrating proprietary IT products. The company was 
founded in 1993 in Kraków, Poland. It carries out projects for leading Polish and global brands in the 
most important sectors of the economy, including telecommunications, finance, banking, insurance, trade, 
services, infrastructure, public administration, industry, healthcare, and in the small and medium-sized 
enterprise sector.

Tens of thousands of well-known brands in more than 100 countries on six continents have used Comarch 
services. These organizations include Heathrow Airport, BP, Carrefour, Heineken, Goodyear, Pepsi, Vodafone, 
T-Mobile, Telefónica, E-Plus, KPN or MTS, BNP Paribas Fortis, Alior Bank SA (Carlo Tassara Group) , Allianz, 
Aviva, AXA, Banque Populaire des Alpes, BRE Bank, BZ WBK (Santander Group), CitiFinancial (Citigroup), 
Delta Lloyd Life, Deutsche Bank PBC, and ING Insurance.

finance@comarch.com | www.comarch.com
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