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THE MULTIPLICITY OF OMBUDSMAN OFFI

NECESSITY OR EXCESS?

With eight different ombudsman offices, the question arises about the
sity of this multitude. Jennifer Lygren from FINSOM provides clarity.

Interview with Jennifer Lygren, Director of the Financial Services Ombudsman (FINSOM)

Since 1 January 2023, financial service pro-
viders in Switzerland are obliged to affiliate to
an ombudsman office recognized by the Federal
Department of Finance (FDF). The introduction
of eight different ombudsman offices has raised
questions among financial service providers.
We spoke with Ms Jennifer Lygren, director of the
Financial Services Ombudsman (FINSOM), to le-
arn more about the necessity of this multitude of
ombudsman offices.

What are the specific tasks of the ombudsman
offices according to the Financial Services Act
(Finsa)?

The FinSA ombudsman office should primarily
deal with complaints from private clients who
are dissatisfied with a financial service provider's
complaint management. Under certain condi-
tions, it can also conduct civil mediation. It should
also contribute to public information and market
supervision. Moreover, it is crucial for it to act as
a neutral mediator between financial service pro-
viders and their customers to promote trust and
transparency in the financial sector.

How has the landscape of ombudsman offices
for financial services developed since 1January
2020?

Before FinSA came into force in 2020, the Swiss
Banking Ombudsman was the only ombudsman
office specialized in financial services. He has been
responsible for handling complaints about mem-

s Association (SBA)
ent of the complaints
g to financial se es
N June 2018, the

e ombudsman @
>ame apparent. Ho
e of nine ombudsman o
under FinSA in 2020. O
the nine ombudsman offices recognized
disappeared after two years, leaving eight s
existence today.

How many complaints and mediation pre
dures concern independent asset age!
among the eight FinSA ombudsman offices?

It is not easy to create a consolidated anal

the ombudsman office statistics. However, ——3

licly available statistics currently show an aver-
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about fraud and identity theft committed from
abroad seem to be more common.

What are the advantages or disadvantages of
this high number of ombudsman offices?

The choice is often seen as an advantage, but
“too many options can be overwhelming and
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JENNIFER LYGREN
Director of the Financial Services Ombudsman (FINSOM)

FINSOM was founded as a specialized mediation institution for the Swiss
financial sector and was recognized by the Federal Department of Finance
(FDF) according to the Financial Services Act (FinSA). FINSOM is a member of
INFO-Network and an associate member of FIN-NET.




