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Loans to private customers – growth 

vs. market 

Achieving profitable growth and gaining market share 
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   Commerzbank: PSBC excl. Small Business Customers, mBank 
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Commerzbank 4.0 – our strategy to accelerate growth 
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Innovative & digital 

Products 
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Digital & Personal 

ONE platform 

Multi-channel 

Platform ‘ONE’ 

Digital Customer 

Relationship 

Management 

DCRM 

Net new 

Customer growth 

 New Small Business Customer segment 

 Partnership banking expanded 

 Highly successful marketing campaigns 

 Digital product range 

 Flagship / City branch formats rolled-out  

 Simplified product portfolio 

 Client-centric advisory model 
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2013 - 2016 

› New ‘CobaHyp’ platform for mortgages  

› New branch strategy developed 

› Platform ONE rolled out in branches  

› Online broker OnVista acquired 

› Partnership banking boosted, e.g. with Tchibo, 

Rewe, Amazon Prime, Lufthansa 

 

2017 

› Own digital consumer finance platform 

› New product bundle for Small Business 

Customer segment, e.g. offering for founders  

› Digital Asset Management with Robo-Advice 

› Implementation of Advanced Analytics 

› Mobile mortgage app 

 

1Q17 2018 - 2020 

› Platform ONE rolled out in customer 

service center 

› Digital offering extended, e.g. Direct Debit 

Card and PremiumFondsDepot  

› 3 Flagships and 4 City branches opened 

› Simplified and digital product offering in place 

› Platform ONE available in all channels 

› Client-centric advisory model 

› Dedicated Small Business Customer business 

model implemented 
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… and we are delivering! 



Strong digital capabilities are the backbone of our growth strategy 
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We go ONE: our vision of multi-channel 

banking 

Digital CRM revolutionizes customer 

interaction  

Superior digitalization strategy leads to lower churn and higher sales 
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› Milestone in our multi-channel banking strategy – 

one bank and intelligently cross-linked sales 

channels 

› ONE is the first step to providing all channels with 

identical data 

 

› Effective tool to meet client expectations and 

reduce churn rate with promising results in pilots 

› Improved levels of customer satisfaction reduced 

client losses by 25% 

› 10% more products sold online per client 



Customer growth strategy is based on sound economics 
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New customers show better characteristics than existing client base  

› Commerzbank 4.0 strategy is bearing fruit – customer growth has significantly accelerated since 4Q16 

› Younger new clients with higher online banking affinity underscore our digitisation strategy 

› New customers show a higher credit product penetration – empirically securities business follows over time  
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79% 21% 

76% 24% 

Quality of our client base improving over time  
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Favourable profile of existing client base New clients – increasing ‘affluent’ share  
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Affluent clients 

Other clients 

2016 

2013 

(2016; source: FMDS) 

*: Commerzbank: domestic branch business 

(Commerzbank*) 

Commerzbank clientele have above-average income and wealth 



New customer earns about the same revenues as an existing customer 

within two years 
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*: domestic branch business, excl. income from deposits 

**: includes 57 Euro not directly customer specific revenues 

New customers earn their acquisition costs (€150-250) in the second year 
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Growth potential from both new customers and existing clientele 
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› Largely cost free current 

account as anchor 

product offers sizable 

cross-selling potential in 

lending and securities 
 

› Rising loan volumes 

almost fully offset 

declining deposit margin – 

commission income from 

securities drives revenues 
 

› Deposit base offers 

sizable revenue potential 

if interest rates normalize 

– no change expected 

until 2020, however 
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Current account means owning primary banking relationship 



Innovative digital product offering in place 
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Yesterday > 400 – Tomorrow < 150 products  

› Simplification of product portfolio reduces complexity and raises efficiency 

› Focus on competitive strengths such as security business and rapidly growing consumer & mortgage lending 

› Portfolio already streamlined by > 100 products by 2Q17 

Commerzbank 4.0 
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Consumer finance now Commerzbank branded 
› After split of Joint Venture ~€3bn consumer loans are 

 transferred to own platform 

› Interest income replaces commission income 

Security business pipeline 
› Attractive products to come in 2017 

› Funds based advisory mandates – funds without front-end fee 

› Digital Asset Management – incl. Robo-Advice (first at comdirect)  

Mobile Mortgage App 
› Range of digital services supporting mortgage lending  

› App offers budget calculation, search engine, valuation of property, full digital financing 

@ 
Digital Asset- 

Management 
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Digital consumer loans represent an important growth driver 
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› High margin product with strong 

growth potential in low rate 

environment 

› Everywhere - 24 hrs / 7 days 

 

› Started in branches in April, 

complete roll-out by end of June 

– fully integrated into ONE 
 

› Online in H2 2017, in digital 

end-to-end format – offered also 

to Small Business customers 
 

› Product variations for Point 

of Sale (POS) and car financing 

by year-end 2017 
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Our multi-channel banking approach – the future is digital and personal 

11 

Promising customer response – even higher NPS and rising online banking penetration 

› Up to 30m customers could loose their branch in coming years – two-thirds prefer a bank with branches 

› We will keep our countrywide branch network – our answer: intelligent mix of Flagship & City branches 

› Flagships focus on high quality advisory service, cost-efficient City branches cover 96% of clients’ needs 
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~ 1,000 branches – but different First cost-efficient City branch opened in 

December 2016 

Flagship 

City  

branch 

City 

branch 

City 

branch 

City  

branch 

City branch 

Flagship 

City  
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„ONE“: one 

platform for 

all channels 
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Changing competitive dynamics offer additional opportunities 
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Focus on revenue growth – others with deep cuts into the sales force 



Doubling growth in the domestic business – our strategic targets 2020 

> 14m  
Customers 

Assets under Control  

> €400bn 

Additional revenues 

> €1.1bn 
Active                 

cost management 
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Commerzbank 4.0 – Winning in the German Retail Banking Market 
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clients 
Competent 

Covering all needs – including those of Small-Business Clients 

Growth 

2m net new customers, > 14m total clients and > €400bn AuC 

Personal 

Close to our clients with a dense network of ~ 1.000 branches 

Digital 

Smaller range of ~150 products but all in digital format 

Profitable 

Higher profitability: > €1bn revenue growth + active cost management 
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Commerzbank 4.0 
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Disclaimer 
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This presentation contains forward-looking statements. Forward-looking statements are statements that are not historical facts; 
they include, inter alia, 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 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 
https://www.commerzbank.de/en/hauptnavigation/aktionaere/investor_relations.html 
 

https://www.commerzbank.de/en/hauptnavigation/aktionaere/investor_relations.html



