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	PRESS RELEASE


Consumers contact CTIA more and more frequently
(Consumer’s submissions to CTIA in the first half-year of 2012)
(Prague, September 6, 2012) Last year, the Czech Trade Inspection Authority received totally 20,382 submissions from consumers and from both consumer and professional associations. The submissions included information requests, suggestions and complaints including those which are out of the inspection and surveillance competence of the Czech Trade Inspection Authority and which fall within the competence of a different administrative body or are completely out of the scope of state surveillance, e.g. in cases when the complainant can enforce redress only by legal action which concerns especially consumer rights regulated by the Civil Code. The number of 11,983 submissions accepted and resolved by the Czech Trade Inspection Authority in the first half of the year suggests that the figures of last year will be exceeded. 
Most out of the total number of 11,983 submissions accepted and resolved by the Czech Trade Inspection Authority in the first half-year of 2012 concerned claims (2,887) and warnings against various unfair commercial practices (980) as well as complaints concerning faulty goods and products, including poor quality fuels (905). Failures to deliver ordered goods or to provide services were the objects to other 555 submissions. Other 548 submissions concerned various services for customers. In the first half-year, 444 consumers complained about prices and 435 consumers requested renunciation of sale contracts. Totally 710 consumers were not satisfied with changes of the price during the conclusion of a sale contract or with incorrect billing. 238 submissions concerned incomplete information about products or services and 145 submissions concerned missing marking and instructions. 135 consumers notified the CTIA of missing Czech manuals. Other submissions whose number was below 100 concerned billing without the fulfilment of the contract (e.g. in restaurants), deceptive practices, sale of cigarettes and alcohol to youths, sale of fakes, suspicions of consumer discrimination, unauthorized trading and so forth.
The rate of the investigated submissions where the CTIA’s inspection confirmed the submission or complaint or it detected other breaches has constantly been about 25%. In other cases, e.g. when the control did not prove the breaches directly, the submissions were used for further inspection activities. However, not every submission is resolved in an individual check. In case that there are more submissions concerning the same product type or that the submissions concern one selling subject or a chain store, a control action with a concrete focus is prepared. 
With regard to the consumers’ dissatisfaction with sellers of products or providers of services (as regarding individual regions), consumers in Prague and Středočeský region are least satisfied (3,917 submissions were addressed to the Prague and Středočeský Inspectorate of the CTIA which is almost one third of all the submissions, complaints and information requests accepted by the CTIA in the first half-year 2012). The lowest number of consumers turned to the Plzeňský and Karlovarský Inspectorate of the CTIA (649 submissions), the Jihočeský and Vysočina Inspectorate (700 submissions) and the Královéhradecký and Pardubický Inspectorate (846 submissions). The remaining three Inspectorates including the General Inspectorate of the CTIA resolved from 1,057 to 1,732 submissions in total. 
The Czech Trade Inspection Authority also has to deal with submissions to which resolution it is not entitled. These submissions especially concern claims which were accepted and settled in the required time limit by the seller, but in which the consumer’s request for settlement was rejected or a fulfilment different from what the consumer requested or expected was offered. In these cases, the consumer is provided with the information that the CTIA cannot change the seller’s decision and that the consumer can enforce his demand by legal action or in the frame of arbitration proceedings. 
In other numerous cases, the CTIA informs consumers that their case is submitted to the appropriate surveillance body and when the submission is incomplete, the CTIA recommends where to turn to after completing the necessary information. These cases mostly concern complaints about the quality or marking of groceries, telecommunication services, billing of energy consumption, unauthorized trading, misleading advertising or deceptive practices (e.g. in some e-shops). 
Consumers can contact the Czech Trade Inspection Authority through the electronic filing system and its website www.coi.cz, via Advisory and Information Centres operating at all the CTIA Inspectorates and other spots published at the website of the CTIA – by phone or personally as well as by mailing a letter to the address of the appropriate Inspectorate. 
Further information can be found on the website of the CTIA www.coi.cz or at the communication department of the CTIA. 
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