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Optimizing Help Desk Support for Secure Online Banking in Switzerland  

Swiss banks oversee assets exceeding $6.5 trillion, necessitating secure and reliable help desk support 

for their online banking operations. Financial institutions face the challenge of balancing stringent 

security requirements with the need to provide seamless customer assistance. The consequences of a 

security breach or a failure in support services can result in substantial financial losses and significant 

reputational damage. 

Traditional help desk solutions have become inadequate in addressing the evolving demands of 

modern online banking. The outsourcing of help desk support has emerged as a viable strategy to 

enhance operational efficiency. Additionally, dedicated trading support teams ensure round-the-clock 

assistance, meeting the expectations of a global client base. 

This article explores strategies for optimizing help desk operations within Swiss banks. Key focus areas 

include the integration of support channels, adherence to regulatory compliance, effective risk 

management, enhancement of user experience, and the utilization of advanced analytics. These 

strategies align with Switzerland’s rigorous banking standards while ensuring the delivery of superior 

service quality. 
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Customer Support Channel Integration 

Modern banking just needs a sophisticated approach to customer support integration. Research 

indicates that 81% of consumers want to participate through private messaging channels 1. 

 

Omnichannel Support Strategy 

Comprehensive omnichannel solutions have been implemented to seamlessly integrate all 

communication channels, significantly enhancing customer relationships 2. This strategy ensures a 

unified and consistent experience, allowing customers to transition effortlessly between channels. For 

instance, interactions can begin with secure messaging and seamlessly progress to virtual meetings or 

face-to-face engagements, depending on customer preferences. The omnichannel approach delivers 

several distinct advantages: 

• Streamlined processes with lower support costs 2 

• Better customer satisfaction through customized interactions 

• Smooth transition between digital and physical channels 

• Immediate support availability on all platforms 

 

 

 

 

 

 

 

 

 

 

https://www.unblu.com/en/blog/what-are-the-best-use-cases-for-chatbots-in-banking/
https://www.researchgate.net/publication/374674291_Data-driven_Banking_in_Switzerland
https://www.researchgate.net/publication/374674291_Data-driven_Banking_in_Switzerland
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Self-service Portal Development 

A self-service portal serves as a critical digital touchpoint, empowering customers with direct 

access to services and information. This infrastructure is designed to enhance the efficiency of 

customer service operations while significantly reducing operational costs 3.  

Successful self-service portals are built on three pillars: prioritizing robust data security to protect 

sensitive information, ensuring an intuitive and user-friendly experience for seamless navigation, and 

delivering accurate and reliable information to meet customer needs effectively. These elements 

collectively contribute to a secure, efficient, and user-centric service model 3. 

 

AI-powered Assistance Tools 

Help desk support has been revolutionized through the integration of advanced AI-powered 

assistance tools. Research indicates that while 33% of European and American customers trust 

chatbots for simple queries, nearly two-thirds prefer human interaction for handling complex financial 

tasks 1. To address this disparity, a hybrid approach has been implemented, where AI chatbots act as 

the initial point of contact and seamlessly transfer more complex inquiries to human agents when 

required. 

Swiss banks are increasingly adopting sophisticated AI solutions, with Migros Bank's GPT-4 

Turbo-based chatbot emerging as a prominent example 4. These AI-powered tools are highly effective 

at streamlining external client queries and performing 24/7 triage activities, ensuring uninterrupted 

support. This integration proves particularly beneficial for digital-native customers, offering a 

convenient and accessible communication channel for banking services while maintaining efficiency 

and responsiveness  5. 

 

 

 

 

 

 

https://www.elca.ch/en/our-expertise/digital-experience/self-service-portal
https://www.elca.ch/en/our-expertise/digital-experience/self-service-portal
https://www.unblu.com/en/blog/what-are-the-best-use-cases-for-chatbots-in-banking/
https://www.moneyland.ch/en/chatbot-artificial-intelligence-swiss-banks-test-2024
https://www.finews.com/news/english-news/56146-banks-ai-chatbots-artitificial-intelligence
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Regulatory Compliance Framework 

Swiss banking operations require expert help desk support to navigate the intricate regulatory 

landscape effectively. A robust compliance framework is essential to align with Switzerland's stringent 

financial regulations while simultaneously enhancing operational efficiency. By ensuring adherence to 

these high standards, the framework fosters trust and reliability, enabling seamless support for 

banking operations in a highly regulated environment. 

 

FINMA Guidelines Implementation 

The help desk support systems should be designed to align with FINMA's comprehensive 

supervisory framework, which classifies banks into distinct risk categories and provides detailed 

regulatory guidance. This alignment ensures that operations meet Switzerland's exacting compliance 

standards 6. The implementation emphasizes the following essential compliance elements: 

• Proactive risk monitoring and reporting 

• Regular compliance audits and updates 

• Transparent documentation of support processes 

• Integration of supervisory requirements into daily operations 

 

Data Protection Requirements 

The data protection framework aligns with the revised Federal Act on Data Protection (FADP), 

which took effect on September 1, 2023 7. Robust measures are implemented to safeguard customer 

data, a critical requirement given that Swiss banks manage nearly half of the 7.9 trillion Swiss francs in 

assets belonging to foreign clients 8. 

Help desk support systems adhere to both Swiss and international data protection standards, 

ensuring comprehensive compliance. These systems integrate the principles of 'Privacy by Design' and 

'Privacy by Default,' which mandate that all software, hardware, and services are configured with the 

highest data protection settings by default 7. This approach not only reinforces trust in Swiss banking 

operations but also upholds the industry's global reputation for stringent data security and privacy 

standards. 

 

https://www.finma.ch/en/documentation/finma-guidance/
https://www.kmu.admin.ch/kmu/en/home/facts-and-trends/digitization/data-protection/new-federal-act-on-data-protection-nfadp.html
https://www.theguardian.com/news/2022/feb/22/how-swiss-banking-secrecy-global-financial-system-switzerland-tax-elite
https://www.kmu.admin.ch/kmu/en/home/facts-and-trends/digitization/data-protection/new-federal-act-on-data-protection-nfadp.html
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Cross-border Service Regulations 

Help desk support outsourcing faces unique challenges with cross-border service regulations. 

Swiss banks must meet specific requirements to serve clients in different jurisdictions. To cite an 

instance, third-country undertakings must establish branches in EU Member States before they can 

service EU-domiciled clients 9. 

The cross-border compliance framework is designed to address: 

 

 

 

 

 

These requirements blend into our help desk operations while upholding strict banking secrecy 

laws. Breaking these laws leads to punishment of up to five years in prison and fines of up to 250,000 

Swiss francs 10. Trading support teams receive training to handle sensitive information according to 

domestic and international regulations. 

 

Risk Assessment and Management 

The comprehensive risk assessment framework is built on advanced security protocols designed to 

safeguard online banking operations. Given that Switzerland's banking sector manages over 7.9 trillion 

Swiss francs in assets, it is imperative to ensure the highest level of security across all platforms. To 

this end, a range of robust security measures has been implemented to fortify every help desk support 

channel. These measures are tailored to address emerging threats, ensuring the protection of sensitive 

customer data and maintaining the integrity of banking operations in an increasingly digital 

environment 11.  

 

 

 

https://www.pwc.ch/en/insights/regulation/cross-border-business-of-swiss-banks.html
https://www.moneyland.ch/en/swiss-bank-secrecy
https://www.swissbanking.ch/_Resources/Persistent/a/4/f/b/a4fb72f65d7f039abe516a40a078554523c31f90/SBA_Cloud-Guidelines_2020_EN.pdf
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Threat Detection Systems 

The banks have developed advanced threat detection mechanisms that leverage artificial 

intelligence and machine learning to provide real-time monitoring of online banking operations. These 

systems utilize automated transaction monitoring and robust encryption protocols to ensure the 

highest level of protection for both customers and support staff. The key security features of the 

system include: 

• SecureSign authentication protocols 

• Strong data encryption standards 

• Automated transaction monitoring 

• Up-to-the-minute threat detection algorithms 

Credit Suisse stands as the only Swiss bank with an ‘A+’ rating for SSL encryption and mobile 

security 12, which proves the monitoring system’s effectiveness. 

 

Vulnerability Assessment Protocols 

Regular vulnerability assessment should be conducted on all deployed applications, with 

particular focus on web-based platforms. The comprehensive scanning protocol includes the following 

key components: 

 

 

 

 

 

 

Quick detection and resolution of vulnerabilities help maintain the highest security standards and 

prevent potential breaches 13. 

 

https://www.credit-suisse.com/ch/en/private-clients/account-cards/services/online-mobile-banking/security.html
https://www.ncsc.admin.ch/ncsc/en/home/strategie/ziele-massnahmen/ncs-ziel-sichere-verfuegbare-digitale-dl-infrastruktur.html
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Risk Mitigation Strategies 

The bank's risk mitigation approach combines preventive measures with rapid response 

capabilities. A multi-layered security framework with up-to-the-minute monitoring systems and 

predictive analytics 14 protects the system. This framework has demonstrated its effectiveness, as the 

threat detection and response solutions have successfully safeguarded numerous Swiss banking 

institutions 15. 

AI-powered fraud prevention systems immediately block suspicious transactions 15 to improve 

help desk support outsourcing security. Trading support teams undergo specialized training to handle 

sensitive information. Strict protocols ensure compliance with Swiss banking secrecy laws that impose 

penalties up to five years imprisonment for violations 16. 

The bank's online banking support security uses advanced cryptographic procedures that ensure:  

1. Authorized access control 

2. Data integrity verification 

3. Secure transmission protocols 

4. Digital signature authentication 

Recent implementations demonstrate that AI-powered systems can classify external client queries 

and conduct round-the-clock triage activities 17. This optimization improves help desk efficiency while 

maintaining resilient security standards. 

 

User Experience Enhancement 

The Swiss online banking user experience requires a delicate balance of availability, cultural sensitivity, 

and continuous improvement. To meet these demands, was developed comprehensive support systems 

tailored to serve Switzerland's diverse population. These systems are designed to uphold the highest 

standards of banking services, ensuring accessibility, inclusivity, and exceptional customer satisfaction. 

By integrating cultural awareness and focusing on constant refinement, the systems deliver a seamless 

and personalized experience that aligns with the unique needs of Swiss customers. 

 

 

https://www.swisscom.ch/en/business/enterprise/offer/security/threat-detection-and-response.html
https://www.swisscom.ch/en/business/enterprise/offer/banking/payment-solutions/fraud-prevention-service.html
https://www.swisscom.ch/en/business/enterprise/offer/banking/payment-solutions/fraud-prevention-service.html
https://www.swisssign.com/en/fachartikel/cybersecurity-massnahmen
https://www.swissbankers.ch/en/blog/secure-against-card-fraud-app/
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Support Availability Features 

Were developed strong accessibility features that follow Web Content Accessibility Guidelines 

(WCAG), ensuring that the help desk support systems are accessible to all users. Digital channels 

adhere to WCAG 2.1 Level AA standards, providing inclusive services to approximately 1.8 million 

Swiss residents with disabilities 19. The main features include: 

• Screen reader compatibility 

• High-contrast display options 

• Keyboard navigation support 

• Voice output capabilities 

 

Customer Feedback Integration 

Advanced feedback collection systems are integrated across all support channels, ensuring 

seamless interactions and continuous improvement. Research indicates that clients prefer to switch 

between different communication channels and expect a smooth transition, allowing them to continue 

from their last interaction without disruption. By collecting feedback from these diverse channels, the 

system can provide valuable insights, enabling service enhancements and a more personalized 

experience that meets the evolving expectations of customers. This approach ensures that clients 

receive consistent and efficient support, regardless of the communication medium they choose 21. The 

system includes: 

1. Real-time feedback collection systems 

2. Multi-channel feedback integration 

3. Automated response analysis 

4. Continuous improvement protocols 

Up-to-the-minute data analysis tracks customer interactions at all touchpoints 21. This complete 

monitoring helps understand how clients use the “experience universe”.  

Digital channels provide great opportunities to understand client needs better. Analysis of 

customer interactions helps create more meaningful and customized content and advice 21. This 

ensures online banking support adapts to changing customer priorities. 

 

https://www.boia.org/blog/switzerland-digital-accessibility-laws-an-overview
https://blogs.deloitte.ch/banking/2021/08/swiss-banks-how-to-master-client-experience-in-the-digital-age.html
https://blogs.deloitte.ch/banking/2021/08/swiss-banks-how-to-master-client-experience-in-the-digital-age.html
https://blogs.deloitte.ch/banking/2021/08/swiss-banks-how-to-master-client-experience-in-the-digital-age.html
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Help Desk Analytics and Reporting 

The utilization of advanced analytics plays a crucial role in optimizing help desk support within Swiss 

banking. Was implemented comprehensive monitoring and analysis systems that manage over 1.8 

million customer interactions annually. These systems provide valuable insights, enabling continuous 

service improvements. This data-driven approach enhances service quality and ensures that help desk 

support remains responsive and adaptable to evolving customer expectations 2.  

 

Real-time Monitoring Systems 

The robust monitoring infrastructure employed by our team handles both customer and financial 

data with sub-millisecond response times, providing immediate insights into support operations 22. 

The tracking systems in place monitor critical metrics, including:  

• First Response Time (FRT) 

• Average Resolution Time 

• Customer Satisfaction Scores (CSAT) 

• Agent Utilization Rates 

• Ticket Volume and Distribution 

Stream events implementation has substantially improved the ability to conduct due diligence and 

comply with FATF recommendations 22. 

 

Predictive Analytics Implementation 

AI-powered analytics solutions are utilized to predict support needs and optimize resource 

allocation effectively. By analyzing transaction patterns and customer behavior, these predictive 

systems generate valuable insights that contribute to the enhancement of service delivery. The results 

indicate a 60% improvement in first-contact resolution rates, demonstrating the system’s significant 

impact on operational efficiency 23. The system excels in several key areas, including: 

 

 

https://www.researchgate.net/publication/374674291_Data-driven_Banking_in_Switzerland
https://www.360core.ch/software-solutions/core-banking-in-switzerland
https://www.360core.ch/software-solutions/core-banking-in-switzerland
https://www.unblu.com/en/blog/top-10-call-center-kpis-in-digital-banking/
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Evidence-based approaches help Swiss banks make faster decisions and understand their 

customers better. This leads to increased efficiency and better risk management 2. 

 

Performance Reporting Framework 

A comprehensive reporting framework has been developed to track key performance indicators 

across all support channels. This framework provides valuable insights into operational efficiency, 

contributing to enhanced decision-making processes. Notably, Swiss retail banks experienced an 

improvement in their cost/income ratio, rising from 61.7% to 60.8% in 2022. These figures 

underscore the effectiveness of an analytics-driven approach, highlighting the tangible benefits derived 

from optimized support operations 24.  

The framework keeps track of these key metrics: 

1. Operational Efficiency 

• Average handling time 

• Resolution rates 

• Cost per ticket 

2. Customer Experience 

• Satisfaction scores 

• Channel priorities 

• Response time compliance 

3. Quality Assurance 

https://www.researchgate.net/publication/374674291_Data-driven_Banking_in_Switzerland
https://www.ifbc.ch/en/latest-thinking/sector-report-performance-in-swiss-retail-banking
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• Error rates 

• Compliance violations 

• Security incidents 

The data-driven banking approach demonstrates significant potential for revenue growth through 

the provision of tailored experiences 2. Banks leveraging this analytics framework can efficiently 

process high-speed in-memory data stores with 99.99% uptime, ensuring the reliability and continuity 

of support operations 22.  

AI-supported analytics has revolutionized the outsourcing capabilities of help desk support, 

enabling real-time monitoring of customer activity and transactions 25 while maintaining strict 

adherence to Swiss banking regulations. This comprehensive approach to analytics and reporting not 

only addresses the evolving needs of Swiss banking institutions but also ensures the delivery of 

exceptional service quality. By integrating these advanced solutions, Swiss banks can enhance their 

operational efficiency while remaining aligned with regulatory requirements and customer 

expectations. 

 

FORFIRM’s Approach 

Providing help desk support for clients in the Swiss banking sector requires a deep understanding of 

financial systems, tools, and client needs. FORFIRM is well-equipped to deliver comprehensive help 

desk support services, leveraging deep expertise in the Finance Suite tools and key operational areas. 

These activities include: 

1. Securities Area Support 

• Assisting clients in managing securities transactions, including purchases, sales, and 

settlements. 

• Troubleshooting issues related to securities pricing, corporate actions, and dividends using 

tools like AF-MD and Easy Action. 

• Providing guidance on navigating compliance requirements and regulatory updates. 

2. Securities Transfer Assistance 

• Facilitating the smooth transfer of securities between accounts or institutions. 

https://www.researchgate.net/publication/374674291_Data-driven_Banking_in_Switzerland
https://www.360core.ch/software-solutions/core-banking-in-switzerland
https://www.bbva.ch/en/blog/sobre-bbva/sobre-suiza/banca-data-driven.html
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• Resolving discrepancies during the transfer process, leveraging expertise in PK and EasySet 

tools. 

• Offering step-by-step support to clients on documentation and timelines. 

3. Banking Taxation Support 

• Advising clients on tax implications related to banking and investment activities. 

• Resolving queries regarding tax reporting and deductions, particularly in compliance with 

Swiss regulations. 

• Assisting with the generation and interpretation of tax-related documentation through relevant 

tools in the Finance Suite. 

4. Fund Transfer Support 

• Guiding clients through the process of transferring funds domestically and internationally. 

• Addressing errors or delays in fund transfers, ensuring swift resolution through EasySet and 

PK functionalities. 

• Explaining regulatory requirements, such as Anti-Money Laundering (AML) checks, to ensure 

smooth transactions. 

5. Securities Registry Support 

• Assisting clients in maintaining accurate securities ownership records. 

• Resolving issues related to updates in the securities registry, including changes in ownership or 

other metadata. 

• Supporting compliance with Swiss regulations on securities registration. 

6. Online Banking Support 

• Helping clients troubleshoot technical issues with online banking platforms, such as login 

errors or transaction failures. 

• Providing training on features like account management, payment setup, and portfolio 

tracking. 



 

13 
 

• Ensuring secure access and data privacy through adherence to Swiss banking security 

standards. 

7. Trading Support 

• Offering real-time assistance for trading-related inquiries, including order placement and 

execution. 

• Addressing discrepancies or delays in trades using AF-MD and other trading support tools. 

• Providing insights into market trends and platform functionalities to enhance client trading 

experiences. 

Additional Activities: 

• Incident Management: Logging, tracking, and resolving client issues efficiently, maintaining 

detailed records for future reference. 

• Proactive Client Communication: Keeping clients informed about updates, outages, or changes 

in regulations affecting their operations. 

• Training and Onboarding: Offering tutorials and workshops on using the Finance Suite tools 

effectively. 

• Compliance and Security Oversight: Ensuring all client interactions align with Swiss banking 

regulations and security protocols. 

 

Conclusion 

Swiss banking help desk support represents a critical convergence of technology, security, and 

customer service excellence. This article outlines detailed strategies to optimize support operations 

while preserving Switzerland's renowned banking standards. 

Our research and implementation experience highlight five key pillars for successful help desk 

optimization: 

• Seamless integration of support channels with AI-powered assistance. 

• Strict compliance with FINMA guidelines and data protection regulations. 
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• Multi-layered security protocols incorporating advanced threat detection. 

• Accessible and inclusive design reflecting Switzerland's cultural diversity. 

• Analytical insights enabling continuous performance improvement. 

These elements collectively establish a resilient support infrastructure that safeguards over 7.9 trillion 

Swiss francs in assets while delivering superior service quality. Real-world implementations 

demonstrate that modern help desk solutions can significantly enhance operational efficiency without 

compromising security or regulatory adherence. 

Swiss banks continue to lead global financial services through their unwavering commitment to 

excellence and innovation. As customer expectations evolve alongside technological advancements, 

help desk support remains a cornerstone of maintaining Switzerland's position as a premier banking 

destination. 

FORFIRM is uniquely positioned to support banking clients in this domain. By leveraging advanced 

tools such as AF-MD, Easy Action, PK, and EasySet, FORFIRM delivers high-quality, tailored help desk 

solutions designed to enhance operational efficiency and customer satisfaction. The future of Swiss 

banking support harmonizes technological progress with the traditional values of privacy, security, and 

personalized service that have long defined Switzerland's financial sector. 
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