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	PRESS RELEASE


Tour operators and travel agents – most defects concern claims 

(Partial report of 3rd quarter of 2014)

(Prague, October 31, 2014) Results of inspections of tour operators and travel agents in the 3rd quarter proved that they most frequently fail concerning provision of information about consumer rights. This stems from defective performance as well as incorrect settling of claims. More than a half of all findings related to these shortcomings. One third of 74 inspected subjects violated one or more obligations stipulated by legal regulations. During the monitored period, in total 27 finals amounting to 292,000 CZK were imposed. „It is positive that our inspectors found fewer breaches of information obligations concerning prices of offered products than in the previous period. With regard to remaining problems with claims –concerning both information obligations and settling claims – entrepreneurs in the field of tourism will still be continuously inspected,” said Mojmír Bezecný, the Director General of the Czech Trade Inspection Authority. 

In the period from July 1 to September 30, 2014, in total 74 inspections were carried within an inspection action focused on conditions under which tour operators and travel agents offer services to consumers. Special stress was put on compliance with prohibition to use unfair commercial practices as well as other obligations stemming to vendors from provisions of the Act No. 634/1992 Coll. on Consumer Protection and the Act No. 159/1999 Coll. on Certain Conditions of Business Activities in the Field of Tourism. 
	Results of inspections of tour operators and travel agents – 3rd quarter of 2014

	Inspectorate
	Number of inspections
	Inspections with findings
	Detected breaches in %

	
	
	
	

	Středočeský and Prague
	11
	5
	45.5%

	Jihočeský and Vysočina
	13
	5
	38.5%

	Plzeňský and Karlovarský
	9
	1
	11.1%

	Ústecký and Liberecký
	11
	4
	36.4%

	Královéhradecký and Pardubický
	7
	4
	57.1%

	Jihomoravský and Zlínský
	16
	4
	25.0%

	Moravskoslezský and Olomoucký
	7
	2
	28.6%

	Total
	74
	25
	33.8%



Out of the total number of 74 inspections carried out during the 3rd quarter of 2014, inspectors detected violations of generally binding legal regulations within 25 inspections, i.e. 33.8%. During the same period, the Czech Trade Inspection Authority received in total 74 submissions from consumers who were mostly dissatisfied with the way their claims were settled. However, if a seller complies with all formal requirements, i.e. accepts the claim and settles it within 30 days, respectively explains reasons for his decision about refusal of a claim, the Czech Trade Inspection Authority has no reason to fine him. Inspectors detected breaches of obligations stipulated in legal regulations within the inspection scope of the CTIA in about 10% of investigated submissions. However, clients, who are dissatisfied with providers’ decisions or services, e.g. with offered compensation or refusal of their claims, can enforce their rights in court actions. 
Detected breaches, imposed measures and sanctions
Violations of the Act on Consumer Protection: 

· Violation of the Act on Consumer Protection was most frequently detected within provision of information about the range, conditions and way of exercising the rights concerning defective performance pursuit to section 13 the Act (on claims) – 12 cases (37.5%). One of these shortcomings related to the finding that some services providers in the field of tourism arbitrarily prolonged the period for settling claims up to 90 days;
· Formal belongings of claims procedure were breached by 6 inspected subjects (18.8%);
· Violation of the prohibition to use unfair commercial practices was detected in 5 cases (15.7%). Besides failure to provide proper information about terms and conditions of a tour and related services, in one case consumer was provided with misleading information about resolution of possible dispute within arbitration. 
Violations of other regulations:

· Act No. 159/1999 Coll. on Certain Conditions of Business Activities in the Field of Tourism was breached by one travel agent who in his information materials failed to inform about which tour operator a particular tour was intermediated for. 
Based on the detected breaches of generally binding legal regulations, 27 fines amounting to 292,000 CZK became effective within the inspection action of the respective period. 
Conclusion
Results of inspections of tour operators and travel agents proved that the Czech Trade Inspection Authority has to pay permanent attention to their activities. Providers of services in the field of tourism have lasting problems concerning information obligations about the range, conditions and way of exercising rights concerning defective performance as well as settling claims. Decrease of rate of detected defects concerning information about prices of offered services is a good news. However, only comparison of annual results of the inspection action will show whether situation in the market has improved concerning provision of services in the field of tourism. 
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