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	PRESS RELEASE


It is worth taking time before signing a travel contract!

(Report on inspections of travel agencies and tour operators from first to third quarter of 2012)

(Prague, November 29, 2012) Catalogues of tour operators and travel agencies offer the last tours and stays of this year and will soon start offering all various temptations for the next year. It is thus the time to evaluate the inspections of entrepreneurs in the field of tourism carried out by the Czech Trade Inspection Authority on the grounds of complaints of unsatisfied clients and monitoring of the field in the first three quarters of 2012. The results of the inspections have shown that the entrepreneurs in the field of tourism still breach obligations as provided by the legal regulations. The rate of the detected infringements has grown by 10% when compared to the previous year. In 89 of the 231 controls carried out, the inspectors found breaches of one or more obligations especially concerning the information about the consumer rights to claim, the use of unfair commercial practices, failure to inform about the price, and incorrect settlement of claims. The CTIA cooperates with professional associations in order to raise legal literacy of entrepreneurs in tourist industry and will keep monitoring this field.

In the period from January 1 to September 30, 2012, totally 231 inspections were carried out within the annual control action through which the conditions of provision of services to consumers by tour operators and travel agencies were checked. Special stress was put on the inspection of the use of unfair commercial practices and abidance with the information obligations of traders stemming from the provisions of the Act on Consumer Protection. 
	Results of the controls

	Inspectorate
	Number of controls
	With findings
	Findings in %

	
	
	
	

	Středočeský and Prague
	61
	32
	52.5%

	Jihočeský and Vysočina
	18
	7
	38.9%

	Plzeňský and Karlovarský
	52
	19
	36.5%

	Ústecký and Liberecký
	24
	8
	33.3%

	Královéhradecký and Pardubický
	22
	6
	27.3%

	Jihomoravský and Zlínský
	31
	5
	16.1%

	Moravskoslezský and Olomoucký
	23
	12
	52.2%

	Total
	231
	89
	38.5%


Out of the total number of 231 controls, breaches of generally binding obligations were found in 89 controls, i.e. in 38.5% of them. Within the respective control action, 57 fines in the total amount of 665,500 CZK were imposed; other 32 administrative proceedings have not ended, yet, or the imposed sanctions have not come into force. 
Totally 158 consumers, i.e. clients unsatisfied with the services of tour operators and travel agencies, submitted their complaints to the CTIA. In 17 cases, the CTIA could act within its surveillance competence. Other 5 submissions were transferred to the competent surveillance body; other submissions concerned the disagreement of the consumers with the way their claims were settled (such cases can be resolved only by courts) and information requests on consumer rights and obligations of services providers concerning claims. 
Detected breaches 
The following breaches of the Act on Consumer Protection were detected within the inspections of the activities of tour operators and travel agencies:

· Obligation to properly inform the consumer about the extent, conditions and the way of lodging a claim (section 13) – 40 findings 

· Using unfair commercial practices (section 4 and 5) – 35 cases
· Breaches of information obligations concerning the provided service (sections 9 to 11) – 22 findings
· Failure to inform the consumer about the price (section 12) – 16 cases
· Deficiencies when settling the claims (section 19) – 16 cases
The following finding is an example of the use of unfair commercial practices:

A consumer who purchased a tour from a travel agency was informed via a catalogue of the operating travel agency about a special discount to be provided in case that the contract is concluded before a certain date. The text was as follows: 

„The discount for an on time purchase up to 15%. Conditions for the 15% discount apply in the period from February 1, 2012, to March 31, 2012. The clients who purchase the tour before March 31, 2012, get a special discount of 15% for an on time purchase – the basic discount 12% + 5% for regular clients.”
However, the consumer was provided only 12% discount despite 15% was advertised. The operating travel agency used unfair commercial practice by informing the consumer about the special discount for an on time purchase.  

The breaches of the obligations of tour operators and travel agencies stemming from the Act on Some Conditions of Carrying on Business in the Tourist Industry (Act No. 159/1999 Coll.) were detected in 18 cases. Namely, the breaches concerned failures to inform the consumer about the travel agency from which he purchases the product. 
Conclusion
The results of the inspections by the Czech Trade Inspection Authority suggest that the breaches of the obligations in the field of tourism remain and are more frequent when compared to the previous year. Most of the findings concerned failures to provide information in order to allow consumers to make responsible decisions. The controls have proven deficiencies especially in the fields where the fulfilment of obligations depends only on the expertise and responsibility of the selling persons who fail to provide sufficient information to consumers when selling, negotiating conditions, defining products and prices. There are also deficiencies within the enforcement of the rights of responsibility for defects of services. 
Advice to consumers
· Before selecting a travel agency, compare individual offers, the rate of services and their prices; check the information about the agency and search for references from other clients.
· Get familiar with the contract and contractual terms of the service provider before signing the contract.
· Require a written agreement on all the negotiated services, especially the extras; do not rely on oral promises.
· Check the information about the selected destination and gain reference about the travel agency or the tour operator whose services you want to use for the first time.
· Require the remedy of potentially detected defects immediately on the spot of stay or of fulfilment of the contract; lodge your claim in written at the seller within the first three months after the tour ended (holding the documents concerning the defects may be advantageous). 
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