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OMBUDSMAN PROCEEDINGS

In his editorial, the Ombudsman mentions his thoughts about how Al can make his work more efficient and further
improve output. However, the institution became also increasingly aware of Al in the year under review when
dealing with complaints submitted by their clients. Clients increasingly submit complaints that they have drafted
using Al. This creates various challenges for the Ombudsman’s office. The Ombudsman will be more and more
confronted with arguments where it is unclear what sources they come from and how they were originally used.
Moreover, there seems to be a certain trend for Al to want to meet users' expectations and partly raise expectations
among them which cannot be met by means of the Ombudsman procedure based on Swiss law. Thus, the
Ombudsman office is frequently presented with results from searches that clearly stem from legal systems that have
different rules than those of Swiss law concerning liability issues in fraud cases, for example, and these foreign laws
cannot be applied here. Finally, Al tools always remind users that they must verify the automatically generated
results. Clients do not generally comply with such a request. The necessary review is carried out by the specialists
at the Ombudsman’s office who must focus on those numerous Al-generated arguments that can be considered in
the mediation process. For reasons of efficiency, the Ombudsman cannot always enter into discussions on all the
arguments presented - some of them clearly not well founded.

In any event, Al-generated complaints have replaced those written for clients by so-called 'ghostwriters', which were
common in recent years. Such “ghostwriters” are service providers who market themselves online and help clients
pursue their claims. They frequently appeared in cases of fraud. They usually wrote standardized requests for
remuneration, which clients submitted under their own names. These submissions rarely addressed the specific
facts of the case and contained general legal considerations drawn from jurisdictions around the world which were
not applicable to the specific case. When the employees of the Ombudsman's office contacted clients directly, it
turned out that they often did not read or simply did not understand submissions because they were frequently
written in English. Such submissions have practically disappeared entirely, which is a relief for the Ombudsman.

During the year under review, the Ombudsman dealt with more cases than last year concerning all aspects of client
relations at financial institutions. 16 selected examples from a total of 1080 written cases have been summarised as
follows and reference in made on the website.

Both cases under 'Account, Savings Book and Counter/ATM' treat the question who has authority to dispose of a
bank account in certain circumstances. In case 2025/01, the liquidator gave instructions to a company belonging to
the bank group to balance the account. The bank only became aware of this when the company had been deleted
from the commercial register and requested its re-registration if it were to be carried out. With the help of the
Ombudsman, it was possible to find a practical solution. Case 2025/02 concerns a widow who, based on a marriage
contract and inheritance agreement, wished to balance her late husband's banking relationship without the consent
of the co-heir. The Ombudsman explained to her that she needed the co-heir's consent.

In rare cases, it happens in the area of ‘Payment transactions’ that a payment does not reach the recipient. In case
2025/03, the Ombudsman was able to mediate so that the client received compensation for such a situation under
these specific conditions. Regrettably, this positive outcome cannot always be achieved in comparable cases. In
case 2025/04, the Ombudsman had to remind one of the card issuers that once the monthly statement has been
credited to a card account, it cannot be debited again without the consent of its owner if a third party who paid the
bill claims that they did so by mistake. The case also shows that many cases submitted to the Ombudsman do not
originate from the bank-client relationship but rather from disputes within communities of all kinds such as
partnerships, marriages, inheritance communities or other groups of people.


https://bankingombudsman.ch/en/closure-of-account-for-a-dissolved-company-a-practical-solution/
https://bankingombudsman.ch/en/requirement-for-the-consent-of-all-heirs-for-the-balancing-of-an-estate-account-in-the-presence-of-a-marriage-and-inheritance-contract-with-a-maximum-benefit-clause/
https://bankingombudsman.ch/en/uncredited-international-transfer-after-cancellation/
https://bankingombudsman.ch/en/chargeback-of-credit-entries-on-a-credit-card-account-without-the-consent-of-the-cardholder/
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The number of fraud cases which the Ombudsman had to deal with increased again during the year under review.
Phishing cases were again prominent. There were no new findings on this subject matter; reference should thus be
made to the annual reports from previous years (from 2020 onwards). The Ombudsman therefore emphasises that
the attacks by fraudsters generally take place on the client side and therefore information and prevention remain
central on the part of clients.

In case 2025/05, unknown fraudsters managed to register a new mobile telephone for receiving security messages
from the client's e-banking service. It was controversial whether this happened with or without the (unconscious)
assistance of the client. The fraudsters were also able to make changes to the mobile telephone in case 2025/06
2025/06. They could then install and use one of the client's payment apps on this new mobile telephone. The
Ombudsman recommended that the bank introduce 2-factor authentication process for such transactions. Case
2025/07 shows just how important it is for clients to have access to a well-functioning helpdesk option at their
financial institutions - one which they can contact quickly when they realise that they have become victims of fraud.
The Ombudsman based this on the principle that for services available seven days around the clock there must be
also a continuously available means for blocking the services in an emergency situation. Case 2025/08 deals with a
case of debit card fraud where the Ombudsman recommended that the bank should be conciliatory towards its
client. But the bank was not willing to do so. In case 2025/09, one bank made a payment obtained through fraud
even though it had been revoked on time by the defrauded client. Thanks to the Ombudsman’s intervention, the
client obtained full compensation.

In the chapter on “Mortgages and loans”, the Ombudsman once again treated one case (case 2025/10) since the
end of the persistent period of negative interest rates where a bank used a negative reinvestment rate when
calculating an early termination fee for a fixed-rate mortgage redeemed early. Following the Ombudsman's
intervention, the bank raised the negative reinvestment rate to 0%. In case 2025/11, the bank demanded an early
repayment penalty from the customers. The reason was that, following a consultation, the clients had concluded
long-term fixed-rate mortgages. However, they were subsequently unable to purchase the property because the
canton exercised a statutory right of first refusal. In case 2025/12, when selling the property, the bank refused to
transfer the fixed-rate mortgage as originally promised. The Ombudsman was able to arrange for a direct discussion
between the two parties during which they reached a compromise on the early repayment penalty that had been
charged. Finally, the Ombudsman regularly receives enquiries from clients who fear that their property financing
may not be secured when they retire. Case 2025/13 describes such an enquiry.

In “Stock Exchange and Custody Accounts”, case 2025/14 describes a situation where clients have incurred losses
with structured products. They held the bank liable for inadequate advice and risk disclosure. The bank stated that
the products were purchased within an "execution-only" relationship rather than under investment advice. The
Ombudsman concluded that even if the bank would have had to comply with the more demanding duties of
investment advice the loss would still have to be borne by the clients. In case 2025/15, the client sought
compensation for losses incurred through a structured property product. The Ombudsman considered a mediation
procedure to be futile after weighing up the arguments of both parties.

In case 2025/16, the bank has forgot over years to implement special conditions. It was unclear how long the bank
remained liable to make a refund. The client did not agree with the compromise proposal made by the bank. During
the Ombudsman proceedings, the bank declared its willingness to make further concessions. The Ombudsman
recommended that the client accept it. Unfortunately, the client did not react to the recommendation, which meant
that no settlement could be reached.


https://bankingombudsman.ch/en/fraudulent-transactions-with-a-payment-app-linked-to-new-phone-number/
https://bankingombudsman.ch/en/fraud-involving-a-payment-app-after-listing-goods-on-a-classified-portal/
https://bankingombudsman.ch/en/debit-card-fraud-after-registration-of-the-card-in-a-payment-app/
https://bankingombudsman.ch/en/executed-payment-order-despite-timely-fraud-report-and-revocation/
https://bankingombudsman.ch/en/early-termination-penalty-for-early-repayment-of-a-fixed-rate-mortgage-on-the-basis-of-a-negative-reinvestment-rate/
https://bankingombudsman.ch/en/early-repayment-penalty-for-a-mortgage-not-disbursed-after-exercise-of-a-statutory-right-of-pre-emption-by-the-canton/
https://bankingombudsman.ch/en/refused-transfer-of-an-existing-fixed-rate-mortgage-to-the-buyers-of-the-property/
https://bankingombudsman.ch/en/mortgage-renewal-at-retirement-age-and-affordability-rules/
https://bankingombudsman.ch/en/loss-with-a-structured-product-barrier-reverse-convertible/
https://bankingombudsman.ch/en/losses-with-a-structured-real-estate-product-recommended-by-the-bank/
https://bankingombudsman.ch/en/unimplemented-special-conditions-for-mandate-fees/
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FACTS AND FIGURES

In the reporting year, the Ombudsman processed and closed a total of 2575 cases, of which 1495 were oral and
1080 written. This corresponds to an increase by 4% compared to the previous year (2475 cases), or 5% fewer oral
cases and 20% more written cases.

In 319 cases, the Ombudsman turned to the financial institution, which corresponds to 30% of the total number of
written cases. The Ombudsman considered a compensation by the financial institution to be appropriate in 174 cases
or 55% of those interventions. In 98% of these cases, the financial institution agreed with the Ombudsman's opinion
and made concessions to the client.

55% of the clients come from German-speaking Switzerland, followed by 23% from abroad. The percentage from
French-speaking Switzerland remained stable at 19%. The percentage from Italian-speaking Switzerland
remained unchanged at 3%.

In a total of 90% of the cases with a defined amount in dispute, that amount remained below CHF 100 000.

The average processing time of the written cases has changed only slightly in the reporting year despite a further
strong increase in the number of cases. Thus, 58% (previous year: 60%) of the clients received a definitive answer
within one month.

Overview by subject area

Broken down by subject area, 72% of the 1080 written cases concerned the area of “Accounts, payment
transactions and cards”. This subject area increased by 21% in absolute numbers. Fraud was the most common
cause of problems in this area with 304 cases (+15%), after 264 cases in 2024, 226 cases in 2023 and 120 cases in
2022. This corresponds to a 253% increase over four years. Settlement issues were the focus in 169 times and a
restriction* by the financial institution in 110 cases. Fee issues were involved in 64 disputes.

In 10%, or 108 of the written cases respectively, the Ombudsman dealt with complaints relating to “Mortgages and
loans”. The largest sub-area, with nearly 50% of the cases, was again fixed-rate mortgages, where the focus was
on disputes in connection with fees, primarily early repayment penalties.

98, or 9% of all written cases were allocated to the subject area "Stock Exchange, Custody Account". The main
cause of problems was in 46 % of cases a faulty or incomplete execution of assignments.

68 or 7% of all written cases related to the subject matter "Investment advice, asset management". These cases
slightly decreased by 3% compared with the previous year. Cases focusing on clients complaining about errors in
advisory or settlement problems each accounted for 35%.

Overview of all causes of problems
As last year, most of all written complaints received by the Ombudsman related to ”Fraud”. Their number increased

again by 17% (in 2024 already 15% against 2023) and exceeded with 316 cases the 258 cases in the area of
"Settlement”.

*The problem cause "Restriction financial institution" applies in cases where an institution refuses to enter into a business relationship,
conclude a transaction, provide a service or follow an instruction.
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PUBLIC RELATIONS

The media conference took place as webcast on 21 May 2025 and met with very good response. At the centre of the
press release by the Banking Ombudsman was the significant increase in cases, especially those related to fraud
that have been repeatedly discussed over previous years. Before and after the media conference there were many
media queries. The Banking Ombudsman was able to contribute to various news reports through interviews and
articles.

Most of the regular meetings, such as those held by the European Federation of Financial Services Ombudsmen
(FIN-NET) or the International Network of Financial Services Ombudsman Schemes (INFO Network), were held
online. Only the INFO Network Annual Conference was held physically and provided a valuable opportunity for the
Ombudsman to exchange views and network internationally. In terms of content, the conference focussed on the
problem of fraud and various ways Al applications could be integrated into case processing so as to make it more
efficient.

Also in 2025, representatives of the Ombudsman's office were again involved in public panel discussions and
teaching events at universities.

ASSETS WITHOUT CONTACT AND DORMANT ASSETS

Since 1996, besides acting as an information and mediation office, the Banking Ombudsman has also been
responsible for the single point of contact for the search for assets without contact and dormant assets. In this
function, the Ombudsman received 485 new search enquiries (485 in the previous year) related to the assets of one
or more presumed bank clients. Of these, 460 (previous year: 472) were deemed to be sufficiently legitimate; 538
presumed bank clients (previous year: 534) were checked against the central database of assets without contact and
dormant assets. This resulted in assets of a total of 33 client relationships without contact, which could be made
accessible to authorized persons. These 33 relationships corresponded to account/deposit values of CHF 12.1
million and the contents of seven safe deposit boxes. 3 of these relationships involved search enquiries submitted by
the beneficiaries in one of the previous years and which had been held as pending by the Claims Office ever since,
but where the account was only reported as having no contact by the bank within the year under review.

Since the introduction of the current search system in 2001, the claims office has identified a total of 772 dormant
client relationships and made assets accessible to eligible beneficiaries. These relationships relate to assets totalling
CHF 157.3 million and 82 safe deposit boxes.

Representatives of the Banking Ombudsman's office are part of the Swiss Bankers Association's Dormant Assets
working group. This group is dedicated to coordinating, solving problems and improving processes around the issue
of dormant assets and assets without contact. The working group met several times by telephone and personally in
the reporting year.



