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	PRESS RELEASE


Sins of tour operators and travel agencies: claims and prices

 (Partial report of 2nd quarter of 2014)

(Prague, August 4, 2014) Inspections of services provided by tour operators and travel agencies were significantly worse in the 2nd quarter of 2014 than in the 1st quarter. CTIA inspectors detected breaches of obligations stipulated in legal regulations in 27 of 71 inspections, i.e. 38%. Bad consumer news is that the ratio of findings increased by 12% when compared to the previous period. One third of breaches concerned claims, including especially insufficient or deceitful information about consumer rights as well as claims procedures. In other cases inspectors detected use of unfair commercial practices, failure to inform consumer about prices as well as violations of the Act on Certain Conditions of Business Activities in the Field of Tourism. Within the evaluated period, 14 fines amounting to 479.500 CZK were imposed while other administrative proceedings have not ended, yet. 
During the 2nd quarter of 2014, CTIA inspectors checked conditions of services provided to consumers by tour operators and travel agencies within an inspection action. They especially focused on whether providers of these services use unfair commercial practices when concluding contracts and whether they comply with obligations stipulated in the Act No. 159/1999 Coll. on Certain Conditions of Business Activities in the Field of Tourism (further on referred to as Act on Tourism). Violations of generally binding legal regulations were detected in 27 of the total of 71 inspections, i.e. 38.0%.
During the 2nd quarter, the Czech Trade Inspection Authority received 53 submissions from consumers unsatisfied with services of tour operators and travel agencies and the way they settle claims (there were 29 submissions from consumers). Besides queries that were out of scope of the CTIA – concerning consumers demands for fulfilment of contractual obligations enforceable only in court proceedings and not via a surveillance body – inspectors detected breaches of obligations in 6 cases within investigations of other submissions; other 5 submissions were transferred to another inspection body. In 4 cases the described shortcomings were not proven and 8 submissions are still investigated. 
	Inspections of tour operators and travel agencies – 2nd quarter of 2014

	Inspectorate
	Number of inspections
	Inspections with findings
	Detected breaches in %

	
	
	
	

	Středočeský and Prague
	14
	5
	35.7%

	Jihočeský and Vysočina
	13
	3
	23.1%

	Plzeňský and Karlovarský
	11
	7
	63.6%

	Ústecký and Liberecký
	8
	4
	50.0%

	Královéhradecký and Pardubický
	12
	3
	25.0%

	Jihomoravský and Zlínský
	10
	3
	30.0%

	Moravskoslezský and Olomoucký
	3
	2
	66.7%

	Total
	71
	27
	38.0%


Detected violations and imposed sanctions
Violations of provisions of the Act on Consumer protection as well as the Act on Certain Conditions of Business Activities in the Field of Tourism were most frequently detected within inspections of tour operators and travel agencies during the monitored period. 
Breaches of the Act No. 634/1992 Coll., on Consumer Protection were as follows:

· Breaches of obligations within provision of information about the extent, conditions, and ways to claim rights of defective performance (section 13) were detected most frequently – 13 cases
· Within provision of information concerning prices of offered tours (section 12), sellers for example displayed prices of some tours or provided services only in euro – 7 cases
· Prohibited use of unfair commercial practices (section 4 and section 5/1), especially deceitful commercial practices: all belongings stemming from applicable provisions of the Civil Code concerning conclusion of travel contracts were not provided in most cases. Hence, entrepreneurs acted towards consumers in contradiction with the requirements of professional care and could significantly influence their clients’ decision – 6 cases. 
· There were two cases of potential discrimination: in one case a consumer was announced that offered tour is intended only for citizens of Vietnamese nationality; in the other case participation in a tour was allowed only to consumers above 18 years of age – such age limit was not explained in any way. 
Violations of other legal regulations:

Violations of the Act No. 159/1999 Coll. on Certain Conditions of Business Activities in the Field of Tourism mostly concerned insufficient marking of promotional materials. However, inspectors also detected cases in which the Ministry of Regional Development was not informed about the launch of intermediation of sale of tours for tour operators seated on the territory of another state or a copy of the authorization to operate a travel agency, including certified translation, was not provided on demand of inspection employees. In one case a travel agency illegally used untruthful marking “tour operator”. 
Based on the detected violations of generally binding legal regulations, 14 fines amounting to the total of 479,500 CZK were lawfully imposed within the inspection action of the respective period. Other administrative proceedings had not finished before the report for the 2nd quarter of 2014 was elaborated. 
Conclusion
Results of the inspections carried out by the Czech Trade Inspection Authority in the 2nd quarter of 2014 proved that shortcomings with negative impacts on consumers are repeatedly discovered. Despite the decline concerning the number of shortcomings within claims procedures, the overall rate of findings increased by 12% when compared with the 1st quarter of 2014. Therefore the CTIA will keep monitoring the field of services provided by tour operators and travel agencies, carrying out targeted inspections and reacting on modifying conditions in the market, e.g. on increased offers of last minute tours and intermediated sales of tours organized by tour operators seated out of the territory of the Czech Republic. Negative experience of consumers will also be used in the upcoming inspection activities. 
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