Tour operators and travel agencies don’t inform their clients properly
(Partial report of the first quarter of 2013)
(Prague, May 7, 2013) The main touristic season has not even started and the Czech Trade Inspection Authority accepts more and more submissions related to tour operators or travel agencies. In the first quarter of 2013, the officers carried out 112 controls and found breaches of obligations in almost 30% of them. “As well as in the last year, the controls carried out in the respective period have shown that tourism services providers breach the information obligations relating to consumers rights, use unfair commercial practices and don’t settle claims of their unsatisfied clients. The results of the inspections carried out in the first quarter of 2013 are better in comparison with the results of 2012, but only the evaluation of the following period will show whether the improvement is permanent,” the Director General of the CTIA Vladimír Velčovský said. 
In the period from January 1 to March 31, 2013, totally 112 controls were carried out in the frame of the annual control action within which the CTIA officers check the conditions of services provided to consumers by tour operators and travel agencies. Special attention was focused on detecting whether unfair commercial practices are used when negotiating such services and whether the providers abide with the information obligations stemming from the provisions of the Act on Consumer Protection. 
	Results of the controls

	Inspectorate
	Number of controls
	Controls with findings
	Detected breaches in %

	
	
	
	

	Středočeský and Prague
	27
	12
	44.4%

	Jihočeský and Vysočina
	12
	5
	41.7%

	Plzeňský and Karlovarský
	23
	4
	17.4%

	Ústecký and Liberecký
	11
	1
	9.1%

	Královéhradecký and Pardubický
	11
	4
	36.4%

	Jihomoravský and Zlínský
	6
	3
	50.0%

	Moravskoslezský and Olomoucký
	22
	4
	18.2%

	Total
	112
	33
	29.5%


Detected breaches and applied sanctions
Breaches of the generally binding legal regulations were detected in 33 of the total number of 112 controls of the activities of tour operators and travel agencies, i.e. 29.5%. The provisions of the Act on Consumer Protection (Act No. 634/1992 Coll.) were breached most frequently – the breaches were proven in 40 cases. 
In 11 cases, the consumer was not properly informed about the extent, conditions and way of exercising the liability rights for defects (section 13). Another frequent deficiency related to the use of unfair commercial practices (section 4) which was detected in 10 cases. The other breaches related to the failures to comply with the formal belongings of the claims procedure (section 19; 7 cases), breaches of the obligations related to the marking of products and services with prices (section 12, 7 cases) and other 5 findings related to other individual provisions of the Act on Consumer Protection. 
Tour operators and travel agencies breached the Act on Some Conditions of Carrying on Business in the Tourist Industry in 4 cases. Namely they failed to inform the consumer about the tour operator organizing the tour (section 3 par. 5 of the Act No. 159/1999 Coll.) and about other facts that could influence the consumer’s decision about the purchase. 
In the first quarter of 2013, totally 22 fines amounting to 542,000 CZK were imposed to the checked subjects on the grounds of the above mentioned breaches of the generally binding regulations. Other administrative proceedings have not ended, yet. 
Conclusion
The total results of the inspections of tour operators and travel agencies carried out in the first quarter of 2013 (29.5%) have shown the persisting deficiencies despite the rate of findings is lower than in 2012 (40.5%). Consumers are still insufficiently informed about their rights. Services providers use unfair commercial practices when concluding contracts and fail to settle claims in the way stipulated in the Act on Consumer Protection. 

The Czech Trade Inspection Authority uses the knowledge gained from consumers’ notifications and its inspections have increasingly targeted monitoring and evaluation of the risky conducts of tour operators and travel agencies that offer their services online. Some controls are carried out in cooperation with the trade licensing offices. 
The CTIA also cooperates with professional organizations in the area of tourism because they can significantly influence their members who shall follow the ethical code and follow the consumer rights as provided by the legal regulations. 
