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• Finding solutions to disagreements 
between the bank and a customer 

mechanisms for handling complaints.

•
by the bank’s ombudsman and only 
afterward by the Banking Supervision 
Department

• “Information belongs to the customer”.

• Convenient and speedy access to 
information. 

• Fair standard contracts that also 

• Equality, integrity and decency in every 
stage of bank-customer relations. 

Handling complaints from 
the public

Effective disclosure and 
transparency

and no discrimination

• Non-misleading advertising. 

• Fair marketing of credit.

• Responsible granting of credit.

• Focus on vulnerable and disadvantaged 
consumers, such as: the elderly, youth, 
new immigrants, abused women, etc.

• Disposal of surplus information.

• Protecting the customer’s details.

• Deletion and correction of information. 

• Assimilation of the principle of 
“customer authorization” to access his 
personal information.

• Protecting the interests of the customer 
even when there is no economic 
incentive to do so.

• Taking responsibility.

Fair advertising and 
marketing

Protection of special 
groups

Privacy of information

Responsible business 
behavior

• Opening of a bank account.

• Access to remote banking and means of 
payment.

• Short response times in all service 
channels.

• Professional service.

• Putting the customer at the center 
and emphasis on the “customer 
experience”. 

• Service based on fairness.

• Meeting the customer’s needs.

• Protection of the customer’s funds.

• Development of mechanisms to 
protest against fraud, deception and 
exploitation.

•
customers.

Banking for everyone

and available service

Protection of the 
customer against fraud
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Examples of norms and principles of consumer fairness
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2. MILESTONES IN THE BANKING SUPERVISION DEPARTMENT’S ORGANIZATIONAL 
STRUCTURE IN THE CONSUMER DOMAIN
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Structure of the Bank-Customer Division

SectionControl Section

Service and
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3. THE EVOLUTION OF THE BANKING SUPERVISION DEPARTMENT’S CONSUMER 
OBJECTIVES

in addition to ensuring the provision of appropriate banking services.

Department is responsible

public good maintaining fairness 
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to 

preserving the public’s trust in in the banking system.

• 

• 

• 

• Adaptation of the Banking Supervision Department’s operating model according to the 

10 

10 Th



239



BANK OF ISRAEL | BANKING SUPERVISION DEPARTMENT ISRAEL’S BANKING SYSTEM | ANNUAL SURVEY, 2022

240

4. THE DEVELOPMENT AND STRENGTHENING OF CONSUMER PORTECTION IN THE 
BANKING SYSTEM
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Year Description of the problem The amount of the refund in NIS

1,200,000

27,000

2020 1,000,000

97,000

10,000,000

1,700,000

 Se
ht
Ac
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Year Description of the problem The amount of the refund in NIS

2020

1,000,000

2021

7,000,000

900,000

1,100,000

2022

1,200,000

Total 35,705,000
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Financial sanctions: 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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• 

Year The banking 

corporation

Amount of 

the sanction

2019

2021

Financial

NIS 900,000



Year The banking 

corporation

Amount of 

the sanction

2022 Cal

NIS 700,000

NIS 1,200,000
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Year The banking corporation The area of the enforcement

2020

2021

International

2022

Yahav

Consumer regulation
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Accounts of minors – Directive 416 –
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important component in the 
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Consumer Credit Management – Directive 311A – 
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The main steps taken by the Banking Supervision Department to facilitate service to senior 

citizens

Additional steps taken by the Banking Supervision Department to assist senior 
citizens

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

Steps to provide solutions to customers Steps to provide solutions to customers 
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Involvement in legislative processes
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Activity in the area of bank fees
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21 Since then, 

Periodic reporting to the Knesset –
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Declaration of a service as a candidate for supervision – 

Regulation – 
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Closing of branches
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Involvement in class action suits against the banking corporations

 

Consumer-oriented assessment of the organizational culture of fairness
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Restricted accounts
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The case of credit provided for the purchase of securities

Standard contracts
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The reform in bank fees
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The Social Protest and the establishment of the team to examine competition in 
the banking system
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Disclosure of the cost of services in securities—
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Strengthening the role of the ombudsmen in the banking corporations – the 
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The COVID-19 Pandemic – the Banking Supervision Department’s consumer 
activity  

  

The CRM system
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Regulation – 
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Consumer-oriented evaluation – 

Enforcement –
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6. CONCLUSION

 

Day-to-day activity –

A resonating message –
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Enforcement –

 

Measurement – 

Transparency –

 a page on 
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