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The path from Traditional Bank to Digital Bank

• Service in Branch

• Fixed Working Hours

• Product availability in hours

• Customer Service

• Analog Customer Experience

• Digital Services

• Available 24x7

• Product Availability in minutes

• Digital Customer Service 

• Best in Class Digital UX

• Digital proposition

• Habbit creation

• New Client activation

• Rewards

+



Transitioning from Traditional Bank to Digital Bank

• Service in Branch

• Fixed Working Hours

• Product availability in hours

• Customer Service

• Analog Customer Experience

• Digital Services

• Available 24x7

• Product Availability in minutes

• Digital Customer Service 

• Best in Class Digital UX

• Digital proposition

• Habbit creation

• New Client activation

• Rewards

+
This took us to Idea about
Decisioning and CDH



CDH Development story



Our Initial plan in 2021

E-mails, Banners in Internetbank

Credit products for Private customers

Banners in Mobile App, Notifications in 
App, Outbound channels (FB,Google), 

Agent assisted channels

Insurance and Investment products

Channels

Products

Team
Agile Squad – IT Teams, Digital Sales & WEB Team, Marketing, Retail Business + 

PEGA SI



Changes on 
Geopolitical scene 
Q1,2022 –
Russian Invasion
in Ukraine



Delayed start in 2022

E-mails, Banners in Internetbank

Credit products for Private 
customers

Agile Squad – Digital Sales & WEB Team, Marketing, Retail Business + PEGA SI

MVP was not changed –
we started as per initial plan

Channels

Products

Team



E-mails, Banners in Internetbank

Credit products for Private customers

Agile Squad – Digital Sales & WEB Team, Marketing, Retail Business + PEGA SI

Partial MVP launched in NOV, 2022

IT projects
conflicts

Connection to
PEGA API Selected

e-mail platform

Transparency of
the project

New rules in 
other segments

Department
responsibilities

Channels

Products

Team



Retrospective on Project

• Multiple Workshops done with key stakeholders

• New aligned (prioritized) Development roadmap in 3 major directions – Technology, New rules, Content

• New structure – one key owner responsible for delivery of overall success

• What CDH is for Citadele – alignment between all the departments

• Data Mapping might take a lot of time (in Citadele case – up to 2 months)

• Not seeing full flow for client

(communication besides CDH – first existing flows and only after creating rules for CDH)

• Rules in system might overlap

• Adding of new data impacts existing rules



Our CDH
project now



Key Learnings



All involved colleagues 
should know, what is 
the Goal of the Project

Organization related

CDH project should be 
one of TOP projects 
across organization 
and well comunicated

CDH doesn’t have built in 
communication platform –
a lot of integrations must 
be done



What will steal a lot of time – Rules and Content

Start with more general (simple)
rules first to get higher reach Scoring offer to find out bank’s Lending offer

Criteria's:

• Has KYC questionnaire filled

• Private segment

• GDPR consent

• Status Active

• No debt days

• No preapproved

• Never made scoring

• Has online bank

• Doesn't have other loans

• Has salary in Citadele

Mandatory aka 
Eligibility

Applicabilty

Suitability



What will steal a lot of time – Rules and Content
Maintenance of 5-6 languages and operations in 3 countries requires 
additional reviews and acceptance

Easy example, when other languages can be reused in other countries



What will steal a lot of time – Rules and Content
Maintenance of 5-6 languages and operationsin 3 countries 
requires additional reviews and acceptance

More complex, content per country per language might differ

Potentially for one rule  might 
be 9 banners in place – 3 for 
each country (Latvia, Lithuania 
and Estonia) x 3 languages



Small screen of part 
of online bank 
banner variations 
and translations for 
lending product



What’s next?

Explore what CDH & 
PEGA products provide 
(what is available) and 
use it;

Invest more in content 
and analytics
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