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IT performance always in the green—
CreditPlus Bank focuses on Nexthink’s 
end-user IT analytics to improve 
troubleshooting

For people in Germany who want a new car, want to finance a kitchen or a long-

distance trip, there is a financial institution specialized in consumer loans: CreditPlus 

Bank. Founded in 1960, the company is based in Stuttgart and offers not only private 

loans, but also dealer and sales financing, as well as latterly fixed-income investments. 

With 17 locations and over 600 employees, the bank, which is part of Crédit Agricole 

Consumer Finance, operates its branches and serves its customers personally on-site. 

In order to be able to access all data and leverage its powerful IT, the financial 

institution has been focusing on a new perspective in monitoring over the past few 

months:  the end-user experience. The IT Operations Analytics (ITOA) software from 

Nexthink is used for this.

ABOUT CREDITPLUS BANK

CreditPlus Bank AG is a highly specialized consumer credit bank with the fields 

of sales financing, private loans and dealer financing. The credit institute, 

headquartered in Stuttgart, has 17 branches and 611 employees across 

Germany. CreditPlus is part of the Crédit Agricole Group through the French 

consumer financing group CA Consumer Finance.

As of December 31, 2015, CreditPlus had a balance sheet total of around € 2,908 

million and is one of the leading private banking banks organized in the Banking 

Association. The bank has a networked multi-channel system, which optimally 

links the sales channels of branches, Internet, sales financing and partner 

banking. This creates synergies and provides the customer with every possible 

access to the desired credit. Co-operation partners in the trade are, for example, 

Suzuki, Piaggio, Apple, Miele or Viessmann.
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CHALLENGES

 z Need for a tool that collects and 
analyzes all connections from the 
end-user perspective

 z Complete and consistent 
real-time view of the entire IT 
landscape

 z Improve troubleshooting and 
provide more proactive support
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“As all connections are captured, 

we now have an effective tool 

to measure the utilization of 

bandwidth or to store license 

management within the enterprise 

with data rather than estimates.”

Andreas Ernst
System Engineer, CreditPlus

CHALLENGES

Andreas Ernst, who works as a System Engineer at CreditPlus Bank IT, explains 

in a single sentence why an impeccable IT system is so important: “We are very 

IT-driven, both internally and with regard to our online services and our Web 

presence.” This is reflected in the personnel structure: around 90 employees, 

at least 15 percent of the entire workforce of the bank, is part of IT. They are 

responsible for the development, test center, infrastructure, applications, data 

warehouse and IT project management, in a largely virtualized environment. “We 

have a Virtual Desktop Infrastructure environment,” says Andreas Ernst. “Every 

employee has a thin client device, and in the background we work with about 

50 terminal servers and 120 virtual clients, which are distributed for over 600 

employees. The entire virtual structure of CreditPlus Bank in Germany is hosted 

in two data centers in Stuttgart.”

If slowness was detected somewhere, a lengthy process began

System Engineer Ernst, who works at the head office in Baden-Württemberg, 

today has a good overview of the entire IT of the medium-sized bank, with all its 

branches throughout Germany. In the past, however, the picture was different: 

“As long as everything went smoothly, the end-users were quite satisfied with the 

IT. However, if there were reports of crashing applications, slow loading times, 

or disappearing print jobs in IT, a lengthy and troublesome process was set in 

motion: speculation, investigation, rejection, and troubleshooting to pinpoint the 

cause of the problem. Server? Network? It was hard to say, because there were 

no data on the vast majority of IT issues that could have been used to understand 

the problems in retrospect. “The time spent troubleshooting the problem was, of 

course, time lost for solving issues in the long run. This caused frustration each 

time - both for IT support as well as the employees in different departments, who 

simply wanted to work with their client,” recalls Ernst. Productivity was lost at 

the expense of end-user satisfaction. Solving IT problems cost the bank valuable 

working time and ultimately, money.
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“Anyone who can do their work 

in a concentrated way without 

being stopped by crashes and 

slow applications is simply more 

satisfied than someone who 

is constantly interrupted by IT 

problems - and does not know 

what the problem is.”

Andreas Ernst
System Engineer, CreditPlus

CHOOSING NEXTHINK

This made it increasingly clear what CreditPlus’ IT team wanted: not a tool that 

only allows occasional insight, and perhaps only covers areas where everything 

seems unobtrusive, even if employees had been struggling with poor IT 

performance of their . Instead, a tool that collects and analyzes all connections 

from the end-user perspective, whether the client is now connecting to websites, 

devices, or applications. But which solution?

All connection data of all clients - in real-time

The answer was discovered by the IT professionals at CreditPlus at an event, 

which dealt with another topic: IT security. At the conference, IT Operations 

Analytics (ITOA) was discussed, which is a way to identify unusual data movements 

and suspicious behavior on clients, which can often be an indication of security 

incidents. “Of course, this was also very interesting,” remembers Andreas Ernst, 

“but what really electrified us was the added value beyond the security aspect. 

All the connection data from all end-user endpoints, both in real-time and with 

historical data, as Nexthink’s ITOA software does: it was amazing!”

The complete and consistent view of the entire IT landscape is provided by 

the Collectors and the Finder within the Nexthink solution. The Collectors are 

installed as small, thin software pieces on the clients. They collect the entire 

connection data, which the Nexthink-Finder then analyzes and easily visualizes. 

Which and how many clients are included can be customized in the ITOA 

monitoring solution. At CreditPlus Bank, the Linux-based thin clients were not 

equipped with Collectors, but the server terminals and some virtual machines for 

special applications of IT employees are included in the project.

What is clear is that enormous amounts of information flow through the 

Collectors. “The functionality of the Finder and the graphical representation of 

what is known make it possible to capture the situation at a glance,” says Ernst. 

What is the problem? What is the scope? Is only one client affected or a whole 

group? And an often underestimated factor: do other colleagues experience the 

same difficulty, but have not complained? These are the questions that Andreas 

Ernst and his colleagues no longer have to answer using the trial-and-error 
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method. Factual data are available in real-time with just a few mouse clicks. 

“Individually customizable dashboards allow you to set the most important 

parameters that Nexthink always displays first,” explains IT professional Ernst.

BENEFITS

After a few weeks the project went live

To implement the end-user analytics project in concrete terms, CreditPlus Bank 

selected the Nexthink solution with platinum partner Consulting 4IT. “During 

the implementation, the consultants stood by us competently. We have worked 

together with them to deploy the Collectors and the initial steps in setting up the 

analytics functions. All in all, the journey from the selecting Nexthink, to the rollout 

across the enterprise lasted only a few weeks,” says Ernst. After the usual tests 

and a corresponding training were completed, the project went live in summer 

2016. Within a very short time, Ernst and the five technicians working directly 

with Nexthink clearly understood: the new solution used for IT troubleshooting 

in CreditPlus Bank is doing well.

“When we got an incident before using Nexthink,” said the database team, “it 

could be the network, the network team said the infrastructure could be a factor, 

and the infrastructure team said it could be the database causing the issue,” 

reports Ernst. Those days are over. Instead of searching through everything, he 

and his colleagues can immediately see where deviations and abnormalities are 

located, and to what extent they have to deal with. “Tickets can be addressed 

immediately to the right team, which considerably reduces the time to solve the 

problem.”

The real-time feature of the solution is one of the greatest benefits for Andreas 

Ernst when using Nexthink at CreditPlus. The fact that the data for the analysis 

of IT health is available in real-time greatly shortens the duration of IT support 

tickets. The number of tickets can also be effectively reduced by the solution. 

“The fact that the complete insight is available without time delay makes a huge 

difference when problems arise, and prevents subsequent problems. If this 
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happens, we immediately receive an alert and can intervene.” In the ideal case, 

Ernst and his IT colleagues can then solve difficulties before the end-users notice 

anything.

License management with data instead of estimates

The Stuttgart team selected Nexthink mainly because of the new possibilities 

to improve IT troubleshooting: however, it does not always have to be acute 

problems for the team to take a look at the dashboard. “Since all connections 

are recorded, we now also have an effective tool to measure the utilization of 

bandwidth, or to improve license management in the company with real data 

instead of with estimates,” explains Andreas Ernst. Again, valuable resources 

can be saved. After all, if you have comfortable bandwidth that is almost never 

exhausted, or you are paying software licenses for every end-user which only 

one third of staff really need, you literally throw money out of the window.

CreditPlus Bank is aware of the fact that 

such a precise insight can also raise 

questions. For this reason, the workers’ 

council was closely involved in the project 

and designed it jointly with them. Access 

rights, anonymization and so on: 

everything was discussed openly and 

purposefully. What is actually captured? 

Is the suspicion now moving in? Such 

and similar concerns are best met with 

transparency. “No people are analyzed, 

only connection data from clients and 

thus the state of the IT landscape is analyzed,” emphasizes Ernst. If the workers’ 

council is brought on board and everything is explicitly regulated - for example, 

by means of a business agreement - there is nothing to prevent a successful 

project.

Anyone who can work in a concentrated manner is simply more satisfied

After four months of the Nexthink deployment, Andreas Ernst summarizes 

the first live experiences at CreditPlus Bank consistently: in addition to the 

“measurable” improvement for the employees of the company as a result of the 

measurable ticket duration and IT performance parameters, comes the “felt” 

improvement. “Anyone who can do their work in a concentrated manner without 

being interrupted by crashing and slow applications, is simply more satisfied 

than someone who is constantly being interrupted by IT problems and does not 

know what is causing them.”


