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	PRESS RELEASE


Claims of services in tourism with shortcomings
(Final report of 2014)

(Prague, February 9, 2015) Services provided by tour operators and travel agents were continuously checked by the Czech Trade Inspection Authority during the whole year. As inspection results showed, most tour operators managed to comply with requirements of the new Civil Code, but some subjects offering services in the field of tourism still have difficulties to comply with obligations determined by the Act on Consumer Protection, especially information obligations – half of detected breaches related to rights concerning defective performance and formal accessories within claims settlement. Violations were discovered in 99 of 276 inspections, i.e. ca 36%. In 2014, 96 fines amounting to 1.9 million CZK in total were lawfully imposed to entrepreneurs in tourism. “Despite certain improvements that we saw in the respective field, namely as rate of unfair commercial practices decreased and provided information about prices improved, consumers cannot be fully satisfied with the condition of services in tourism. They are still misinformed about their rights when making a claim and settlement of claims remains a weak element within conducts of tour operators and travel agents. Therefore we will keep inspecting these activities, including sale of tours on the internet where package holidays have been more frequently offered,” said Mojmír Bezecný, the Director General of the Czech Trade Inspection Authority.
In the period from January 1 to December 31, 2014, in total 276 inspections were carried out within an inspection action within which CTIA officers focused on conditions under which tour operators and travel agents offer services to consumers and their compliance with requirements of particular generally binding legal regulations. Special attention was paid to whether unfair commercial practices are used and how vendors comply with obligations stemming from provisions of the Act No. 159/1999 Coll. on Certain Conditions of Business Activities in the Field of Tourism. It is obvious from the chart below that violations of generally binding legal regulations were discovered in 35.9% of cases which is only by 0.8% better result than in 2013.
 

	Inspection results – tour operators and travel agents – year 2014

	Inspectorate
	Number of inspections
	Inspections with findings
	Detected breaches in %

	
	
	
	

	Středočeský and Prague
	61
	22
	36.1%

	Jihočeský and Vysočina
	45
	8
	17.8%

	Plzeňský and Karlovarský
	36
	11
	30.6%

	Ústecký and Liberecký
	35
	16
	45.7%

	Královéhradecký and Pardubický
	34
	15
	44.1% 

	 Jihomoravský and Zlínský
	41
	13
	31.7%

	Moravskoslezský and Olomoucký
	24
	14
	58.3%

	Total
	276
	99
	35.9%


237 clients submitted a complaint concerning services of tour operators and travel agents to the Czech Trade Inspection Authority in 2014. CTIA officers detected shortcomings in 36 cases. Consumers most frequently expressed their dissatisfaction with the level and extent of ordered services, deceitful information about selected destinations as well as vendors’ conducts within claims settlement. Clients also didn’t agree with offered compensation within a well-founded claim. Many cases related to issues out of the inspection scope of the Czech Trade Inspection Authority, i.e. private disputes that could be only decided in court action.
Structure of violations of the Act on Consumer Protection and other legal regulations
CTIA officers most frequently discovered the following violations of the Act No. 634/1992 Coll. on Consumer Protection within inspections of tour operators and travel agents: 

· Highest number of defects concerned provision of information about the extent, conditions and manner of exercising the right from defective performance (section 13). For example, period for settlement of claims was automatically prolonged up to 90 days or informed that a defect of a package holiday can be claimed within 14 days despite the period is 1 month pursuant to law. Breaches of formal requirements concerning acceptance and settlement of claims were a frequent shortcoming. These obligations were violated by inspected subjects in 76 cases, i.e. 50.3% of all findings (ratio of these shortcomings was higher by 13.7% in 2014 than in 2013); 

· Violation of prohibition to use unfair commercial practices within provision of services by tour operators and travel agents was detected in 19 cases (12.6%). Most frequently, proper information about conditions of package holidays and related services were not provided or confirmation about package holidays with all requirements of the Civil Code was not issued. Confirmation about the tour didn’t contain information about how to exercise rights from breaches of seller’s obligation and amount of compensation to be paid by a customer to a tour’s organizer in selected cases. Untrue information was also detected in a case when a married couple was told that either both should buy insurance or none of them could. Misleading information was also provided concerning resolution of possible disputes in arbitration procedure (when compared with 2013, the rate of detected cases of unfair commercial practices decreased rapidly – the rate was 27.3% of all breaches in 2013);
· Information obligation concerning prices of offered tours (section 12) was breached in total by 12 sellers (7.9%), e.g. prices of certain tours or provided services were displayed only in euros (these shortcomings were less frequent than in previous years);
· Two cases of discrimination were specific – one tour offered to a consumer was only for citizens of one nationality and in the other case participation in a tour was only for people above 18 years of age without any reason given. 

Violations of the Act No. 159/1999 Coll. on Certain Conditions of Business Activities in the Field of Tourism were detected in 13 cases. In most of them, promotional and other materials were not marked with any information about for which tour operator the respective package tour was mediated. There were individual cases in which the Ministry for Regional Development was not informed about intermediation of package tours for a tour operator based in another country or any copy of permission to exercise a tour operator’s activities, including official certified translation, was not issued on request within such intermediation. In another case a tour operator didn’t mark its workplace and promotional materials with the words “tour operator” (in cases when this expression was not included in the company’s name or when a travel agent called himself a tour operator). 
Imposed measures and sanctions
Based on detected violations of generally binding legal regulations, in total 96 fines amounting to 1,860,000 CZK were lawfully imposed within the inspection action of 2014. 

Conclusion
Results of inspections of tour operators and travel agents carried out by the Czech Trade Inspection Authority show that most of inspected subjects complied with requirements of the new Civil Code regarding provision of information related with package tours. However, inspections indicate that some tour operators and travel agents have difficulties to comply with requirements of the Act on Consumer Protection. It is obvious especially concerning information obligations relating to consumer rights within claims of defective performance and defects detected within investigations of consumers’ submissions with regard to settlement of claims. Number of cases of using unfair commercial practices within offers of touristic services. Despite this improvement the Czech Trade Inspection Authority will keep paying attention to activities of tour operators and travel agents, including sale via internet where increasingly more package tours are sold. 
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