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	PRESS RELEASE


Tour operators and travel agencies dislike settling claims
(Final report of 2012)

(Prague, March 14, 2013) Tour operators and travel agencies offer their trips long before the summer starts. Is it possible to choose a reliable tour operator or travel agency after the experience of hundreds of clients whose tour operators went bankrupt during the summer touristic season? And how did the tour operators treat their clients last year and how did their conduct towards consumers comply with their own contract terms and conditions? The officers of the Czech Trade Inspection Authority were checking it throughout the year and on the grounds of knowledge of all kinds, including consumers’ submissions, they checked totally 274 tour operators and travel agencies and found breaches of one or more obligations in 40% of the controls. In the frame of administrative proceedings, almost 100 fines amounting to 1.3 million CZK were imposed in 2012. “The results have confirmed that the rate of the detected breaches of obligations increased by 10% when compared to 2011. This is why I want to meet the representatives of the professional associations and negotiate rules to prevent these defects. Those who would not respect the rules would be punished more strictly in the frame of the competence of the Czech Trade Inspection Authority,” said the Director General Vladimír Velčovský. 

In the period from January 1 to December 2013, totally 274 tour operators and travel agencies were checked in the frame of the annual control action within which the conditions of services provided to consumers were inspected. The inspectors focused especially on potential use of unfair commercial practices and breaches of information obligations of the services providers as stipulated in the Act on Consumer Protection. Breaches of generally binding legal regulations were found in 111 of the 274 controls, i.e. 40.5%. 
	Inspections in 2012

	Inspectorate
	Number of controls 
	Detected breaches
	Breaches in %

	
	
	
	

	Středočeský and Prague
	73
	39
	53.4%

	Jihočeský and Vysočina
	19
	8
	42.1%

	Plzeňský and Karlovarský
	60
	20
	33.3%

	Ústecký and Liberecký
	30
	12
	40.0%

	Královéhradecký and Pardubický
	25
	7
	28.0%

	Jihomoravský and Zlínský
	39
	11
	28.2%

	Moravskoslezský and Olomoucký
	28
	14
	50.0%

	Total
	274
	111
	40.5%


Taken actions and imposed sanctions
During 2012, 97 fines totally amounting to 1,318,000 CZK were imposed on the grounds of the detected breaches of the Act on Consumer Protection and other legal regulations. 

Detected breaches
The Act No. 634/1992 Coll. on Consumer Protection: Within the control action focused on the activities of the tour operators and travel agencies and investigation of consumers’ submissions, breaches of the obligation to properly inform consumers about claims (i.e. the extent, conditions and ways to exercise the responsibility for defects in compliance with section 13 of the Act) were detected totally in 46 cases. In 42 cases, the officers found breaches of the ban on the use of unfair commercial practices (section 4). The other repeatedly breached obligations were as follows: claiming procedure (section 19) – 28 findings; breaches of the obligations relating to marking prices of the goods and services (section 12) – 19 breaches; insufficient or incomplete information about the goods and services (sections 9 and 11) – 22 findings. 
Breaches of the obligations stemming from the Act No. 159/1999 Coll. on certain conditions of commercial activities in the field of tourism were detected in 19 cases. These cases were forwarded to the Ministry of Regional Development who shall take further actions. 
Conclusion
The overall results and especially the high rate of findings (40.5%) showed that the deficiencies relating to the services of tour operators and travel agencies still remain. The inspections didn’t focus only on traditional operators, but also on the online offers. In addition, consumers provided the CTIA with relevant information and knowledge about a number of various particular forms of unlawful conduct. Last year, more than 200 consumers turned to the CTIA – their submissions most frequently related to the way their claims had been settled. The results of the findings and possible ways to good making will be consulted with the representatives of the professional associations. With regard to the high rate of the findings and especially the impact of the tour operators’ and travel agencies’ unlawful conduct on consumers, the inspections in this field will continue in 2013. 

Consumer advice
· Be careful and properly read the contract and the terms and conditions of the tour operator or travel agency before you sign the contract! 

· Don’t hesitate to ask if any conditions or provisions of the travel contract are unclear to you – do not sign any contract which fails to meet your requirements!

· Require all the ordered services and especially extra services in written and do not rely on oral promises – you will be in a better position for potential claims!  
· Double-check the information about the selected destination and search for references about the tour operator or travel agency whose services you want to use for the first time!
· Require the remedy of the detected defects immediately on the spot.
· Lodge your claim in written to the seller in the period of three months after your stay or tour ended. Documentation relating to the defects may also be beneficial. 
· Don’t be afraid to enforce your legitimate claims in court action!
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