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Group Services  
From integration to operational excellence
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Achieved full integration of Dresdner Bank on time and within budget

Established comprehensive shared services strategy combined with
flexible sourcing capabilities

Committed to key priorities 2013-2016 – significant contribution to 
further strengthening Commerzbank‘s competitive position:

– Strong investment commitment in core infrastructure to enable 
growth, efficiency as well as to meet increasingly complex 
regulatory demands 

– Continuous cost management to ensure full compensation of 
additional investments and future factor price increases

– Build on customer focus and operational excellence

Summary
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Group Services – Commerzbank’s integrated shared services provider

Group Services

IT

› IT project 
management

› Operation and 
Maintenance of 
IT-Systems and 
Infrastructure

Banking
Operations

› Banking account 
services 

› Loan processing 

› Payments for all 
market 
segments

Markets
Operations

› Settlement of all 
tradable 
products

› Loan adminis-
tration for 
corporate clients

› Fund & custody 
services

Organisation

› Corporate real 
estate 
management

› Group 
Procurement

› Organisational 
services

Excellence, 
Security & Support

› Implementation 
of Excellence 
program

› Physical and 
data security

› Coordination 
and Steering

› More than 40m 
securities 
transactions p.a. 

› More than 3bn 
payments and 
25 m account 
entries p.a.

› Over €800m p.a. 
real estate cost 
and over €2bn 
p.a. purchasing 
volume

› IT-project-
budget of over 
€400m p.a. 

› Over 300 
excellence 
experts working 
company-wide 
by 2013
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20122011201020092008

Successful delivery of largest integration in German banking history

› Full integration of all front- and 
back office functions in a 
benchmark 1,000 days

› Strategic decision to adopt 
Commerzbank’s business 
model as blue print for target IT 
and operations landscape

› Re-insourcing of Dresdner’s 
outsourced operations to 
achieve maximum economies 
of scale

› Stringent decommissioning of 
>1,000 legacy IT-applications

Key facts

31 Aug. 2008
Announcement 

of Dresdner 
Bank 

acquisition

Apr. 2011
Client and 

product data 
migration of 
>1bln data 

sets

15 Jun. 2010
Start of brand 

migration & 
rebranding of 

~1,300 
branches

Dec. 2012
~400 branch 

mergers 
implemented

����

����

����

����

����

14/15 Aug. 2010
Harmonisation 

release – largest 
software release 

in German 
banking history

����

May-Dec. 2011
archiving and 

decommissionin
g of Dresdner 

legacy systems

› As per Nov. 2012, €200m synergies delivered above plan
› Full synergy achievement of €2.4bn p.a. by 2015

����

Dec. 2010
Major C&M 
portfolio 
migrations
completed
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Comprehensive shared services strategy and flexible sourcing 
approach 

Integrated platform provider across all 
divisions …

… benefitting from a flexible sourcing mix

Outsourcing

High degree of process centralisation 
for complex or customer-critical tasks

Usage of regional advantages to 
reduce factor costs for customer-
relevant transactions or services

Additional local competitive factor 
cost advantages for highly 
standardised processes 

Economies of scale from partnering 
with third parties / outsourcing for 
purely commoditised services

Captive 
shoring

Commerzbank Group

› Maximise efficiencies of scale and scope › Internal optimisation first!

Front Office

Back Office

PC MSB C&M CEE NCA

Group Services

› Centralized governance and lean management 
structure

› Standardisation of cross functional processes

› Capacity management across units 

› Cost effectiveness through large transaction 
volumes

› High degree of cost transparency

National
service 
centres

Commerzbank
AG, national

+

+

+
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Cost management remains a high priority

Achievements:
› Real estate synergies: €200m p.a. locked-in
› Sold major premises e.g. Silver Tower

› Procurement synergies of ~€100m
› Virtualisation of Infrastructure

› Network, storage and desktop optimization

Total Group Services costs, €bn

2.8

2.6

~2.1

2010 2011 2012 2013 (Plan) 2016

Commitments:
› Full compensation of additional investments and 

factor price increases
› Ensure IT-operation effectiveness +10% p.a.

› Focused investment strategy
› Increased cost flexibility

› Cross functional reduction of admin. costs

-29%

<2

-25%
operative 

productivity 
gains >5% p.a.

~2

Compensated factor cost 
increases

Investment
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Clear commitment to investments for growth and efficiency

IT project budget, €m

› Cross channel platform for retail and business clients

› „Customer Focus“ retail project

› Cash management/trade finance platform

› Corporates & Markets growth initiatives

› Technological innovation / connectivity

Supporting 
market segment 

growth initiatives

Back-Office 
efficiency and 

regulatory 
compliance 

› Optimization of credit processes

› Group finance architecture

› Infrastructure cost optimisation

› Regulation, compliance, controls and taxation

› Enhanced workplace concepts

~1,700
~50%

2013-16

IT project budget, €m

~50%

› IT target architecture providing flexibility for changing market environment

› Platform complexity reduction

› Common data warehousing, core and settlement systems

Building on 
proven IT-
strategy 

~1,700
~50%

2013-16

~50%
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Building on our capabilities – the Commerzbank Excellence program

February 2011
Board decision 
to implement program

20122011

November 2011
Roll-out Wikidee

2014

Commerzbank Excellence – our customized Lean program focusing on our 
commitment to quality and customer experience

Commerzbank Excellence - our 
goals:

become more customer-
oriented

simpler and

continuously better .

July 2011
Start of the 
analysis phase 

September 2012
Step-by-step rollout 

› Bank wide program 

› Focus on processes and service delivery 
quality

› Commerzbank-specific Lean program

› Lean tools and methods adapted to 
Commerzbank needs  

February 2012
Start of end-to-end Excellence PilotsNovember 2011

Start of focussed
concept phase

January 2012
Start of Team Excellence Pilots
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On track for operational excellence

Team-Excellence: optimisation within teams 

� Team Excellence (TE) concept 
successfully piloted 

� 1. wave TE back-office in 
8 Divisions (~1,000 empl.)

� 2013 - 2015: Team Excellence 
methodology roll-out throughout 
the bank

End-to-End Excellence: optimisation of 
one key process along the value chain 

� Top 5 customer processes 
analysed and optimised

� Significant quality and efficiency 
gains realised

� „End-to-End“ Teams, for 
successive optimisation of all 
key processes    

WikIdee: social media platform for idea management

Simply Better: pragmatic „everywhere, everyday“ tool

� Over 3,000 ideas submitted by 
employees

� Over 10,000 comments/idea 
improvements via collaboration 
functionality

� Bank-wide roll-out 
successful, wide-scale 
employee participation

� Established as part of 
management processes on 
all levels



9Frank Annuscheit |  Member of the Board of Managing Directors  |  Frankfurt/Main |  8 November 2012

Group Services – from integration to operational excellence

Successful delivery of integration – on time, within budget ����

Continuous and effective cost management – on top of synergy realisation ����

Proven shared services strategy combined with intelligent and flexible 
sourcing mix ����

Commitment to focussed investments for growth, efficiency and regulatory 
compliance

Full compensation of additional investments and future factor price increases

Build on our customer focus and operational excellence

2008 - 2012

2013 - 2016



10Frank Annuscheit |  Member of the Board of Managing Directors  |  Frankfurt/Main |  8 November 2012

For more information, please contact Commerzbank ´́́́s IR team:

ir@commerzbank.com
www.ir.commerzbank.com

Michael H. Klein (UK / Non-Euro Europe / Asia / Fixed Income)
P:  +49 69 136 24522
M: michael.klein@commerzbank.com

Dirk Bartsch (Strategic IR)
P:  +49 69 136 22799 
M: dirk.bartsch@commerzbank.com

Jürgen Ackermann (Europe / US)
P:  +49 69 136 22338
M: juergen.ackermann@commerzbank.com

Tanja Birkholz (Head of Investor Relations / Executive Management Board Member)
P:  +49 69 136 23854
M: tanja.birkholz@commerzbank.com

Ute Heiserer-Jäckel (Retail Investors)
P:  +49 69 136 41874
M: ute.heiserer-jaeckel@commerzbank.com

Simone Nuxoll (Retail Investors)
P:  +49 69 136 45660
M: simone.nuxoll@commerzbank.com
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Disclaimer

Investor Relations

This presentation contains forward-looking statements.  Forward-looking statements are statements that are not historical 
facts; they include statements about Commerzbank’s beliefs and expectations and the assumptions underlying them. These 
statements are based on plans, estimates, projections and targets as they are currently available to the management of 
Commerzbank.  Forward-looking statements therefore speak only as of the date they are made, and Commerzbank 
undertakes no obligation to update publicly any of them in light of new information or future events.  By their very nature, 
forward-looking statements involve risks and uncertainties. A number of important factors could therefore cause actual 
results to differ materially from those contained in any forward-looking statement.  Such factors include, among others, the 
conditions in the financial markets in Germany, in Europe, in the United States and elsewhere from which Commerzbank 
derives a substantial portion of its revenues and in which it hold a substantial portion of its assets, the development of asset
prices and market volatility, potential defaults of borrowers or trading counterparties, the implementation of its strategic 
initiatives and the reliability of its risk management policies.

In addition, this presentation contains financial and other information which has been derived from publicly available 
information disclosed by persons other than Commerzbank (“external data”). In particular, external data has been derived 
from industry and customer-related data and other calculations taken or derived from industry reports published by third 
parties, market research reports and commercial publications.  Commercial publications generally state that the information 
they contain has originated from sources assumed to be reliable, but that the accuracy and completeness of such 
information is not guaranteed and that the calculations contained therein are based on a series of assumptions. The external 
data has not been independently verified by Commerzbank. Therefore, Commerzbank cannot assume any responsibility for 
the accuracy of the external data taken or derived from public sources. 

Copies of this document are available upon request or can be downloaded from www.commerzbank.com


