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	PRESS RELEASE


Tour operators and travel agencies face complaints
(Partial report of 1st quarter of 2014)

(Prague, May 27, 2014) Already before the start of the touristic season, the Czech Trade Inspection Authority began to monitor offers of services of tour operators and travel agencies. When inspectors detected shortcomings concerning information obligations, they launched inspections. Results of these inspections, consisting also of investigations of consumers’ queries from the first quarter of 2014, again proved that clients’ problems still repeat. Inspectors detected one or more violations of obligations in 16 of 61 inspections, i.e. in one fourth of cases. Shortcomings related to complaints and dissatisfactions with their settlement still persist. Other breaches concerned prohibited use of deceitful commercial practices when tour provider deceitfully or untruthfully informed consumers about conditions of offered services. Certain shortcomings relate to changes of the civil code that not all inspected persons got along with sufficiently. Therefore the Czech Trade Inspection Authority will keep paying attention to this form of commerce.
In the period from January 1 to March 31, 2014, 61 inspections were carried out within an inspection action within which conditions of provision of services to consumers by tour operators and travel agencies were checked. Special stress was put on potential use of unfair commercial practices and failure to comply with information obligations stemming to sellers from the provisions of the Act on Consumer Protection. Breaches of generally binding regulations were detected within 16 inspections, i.e. 26.2% of cases. 
	Inspections of tour operators and travel agencies – 1st quarter of 2014

	Inspectorate
	Number of inspections
	Inspections with findings
	Detected violations in %

	
	
	
	

	Středočeský and Prague
	14
	5
	35.7%

	Jihočeský and Vysočina
	10
	1
	10.0%

	Plzeňský and Karlovarský
	10
	1
	10.0%

	Ústecký and Liberecký
	7
	3
	42.9%

	Královéhradecký and Pardubický
	8
	2
	25.0%

	Jihomoravský and Zlínský
	8
	2
	25.0%

	Moravskoslezský and Olomoucký
	4
	2
	50.0%

	Total
	61
	16
	26.2%


In the monitored period, the Czech Trade Inspection Authority received in total 29 consumers’ submissions relating to services of tour operators and travel agencies. Almost one third of the submissions were out of scope of the CTIA because they concerned consumers’ claims for fulfilment of contractual terms that are only enforceable in court action and not through a surveillance authority. The inspectors detected violations of obligations in 6 cases of submissions that concerned dissatisfaction with settlement of claims, use of unfair commercial practices, the level of services provided within tours, failure to refund money for cancelled trip and so forth. 
Violations of the Act on Consumer Protection and other legal regulations
Within inspections of tour operators and travel agencies CTIA inspectors most frequently detected breaches of certain provisions of the Act on Consumer Protection (Act No. 634/1992 Coll.). 

· The highest number of shortcomings concerned failures to meet requirements for formal belongings and settlement of claims (section 19) and failures to provide information about the extent, conditions, and way to exercise liability rights for faulty performance (section 13) – 13 cases;
· Use of unfair commercial practices, namely deceitful commercial practices (section 5 par. 1) – detected in 4 cases;
· Failure to inform about prices of provided services (section 12) – 2 findings
A business practice is unfair if the actions of an entrepreneur with respect to a consumer are in violation of the requirements of profession care and are liable to substantially influence his decision-making such that he may make a business decision he would otherwise no have made.
A business practice is misleading if untrue information is used in its course.

Section 4 par. 1 and section 5 par. 1 letter a) of the Act No. 634/1992 Coll. on Consumer Protection 

· Act No. 159/1999 Coll., on Certain Conditions of Business Activities in the Field of Tourism, was breached by two inspected subjects. In one case, a travel agency in its materials didn’t provide information for which tour operator it mediated the tour. In the other case, a tour operator failed the obligation to mark his workplace and promotional materials as well as other materials intended for clients with the wording “tour operator” if such wording is not included in the company’s name.

Imposed measures and sanctions
16 fines amounting to the total of 181,000 CZK were lawfully imposed for violations of generally binding legal regulations detected within the inspection action of the respective period. 
Conclusion
The results of the inspections show that there are still shortcomings relating to obligations concerning claims. However it can be assumed that some were caused by tour operators and travel agencies having not yet fully complied with the new legislation on travel contracts in the Act No. 89/2012 Coll., Civil Code. Therefore the Czech Trade Inspection Authority will continuously monitor activities of tour operators and travel agencies. 
Consumer advice
Consumers shall carefully read business terms and conditions of tour operators and travel agencies, especially in terms of online offers where consumers can conclude unfavourable travel contract through pre-set forms. Consumers should also check whether the selected operator or agency has its workplace in the Czech Republic or in the European Union – in order not to become a victim of fraudulent offers from the third countries. Consumers shall also search for reviews of satisfied or dissatisfied clients of the tour operator whose services they want to use. 
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