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	PRESS RELEASE


Problems of tour operators and travel agents with claims
(Interim report of 1st quarter of 2015)

(Prague, June 1, 2015) Offers of services and their level as provided by tour operators and travel agents belongs among fields that are monitored and inspected by the Czech Trade Inspection Authority during the whole year. Within inspections of the first quarter of 2015 more than a half of all proven flaws consisted of violations of obligations related to claims procedures. Failure to comply with formal requirements for acceptance and settlement of a claim in the determined period were proven by inspectors in 15 cases. Sellers also failed to provide consumers with proper information about the extent, conditions and manner of exercising rights from defective performance or they failed to inform consumers about prices of package travels and related services. All of this can contribute to consumers’ dissatisfaction with fulfilment of the contract and result in claims. 25 fines amounting to 224,000 CZK were lawfully imposed to tour operators and travel agents in the monitored period.
The inspection action was focused on inspecting compliance with requirements of generally binding legal regulations within offer and provision of services to consumers from tour operators and travel agents. In the 1st quarter of 2015, in total 96 inspections were carried out within which inspectors focused on use of unfair commercial practices as well as fulfilment of obligations stemming to vendors from provisions of the act on tourism (the Act on Some Conditions of Carrying on Business in the Tourist Industry. As the following overview shows, breaches of generally binding legal regulations were detected within 33 inspections, i.e. 34.4%.
	Results of inspections of tour operators and travel agencies – 1st quarter 2015

	Inspectorate
	Number of inspections
	Inspections with findings
	Detected breaches in %

	
	
	
	

	Středočeský and Prague
	25
	13
	52.0%

	Jihočeský and Vysočina
	11
	1
	9.1%

	Plzeňský and Karlovarský
	22
	5
	22.7%

	Ústecký and Liberecký
	15
	4
	26.7%

	Královéhradecký and Pardubický
	6
	3
	50.0%

	Jihomoravský and Zlínský
	6
	3
	50.0%

	Moravskoslezský and Olomoucký
	11
	4
	36.4%

	Total
	96
	33
	34.4%


Detected violations and imposed sanctions
The following provisions of the Act No. 634/1992 Coll. on Consumer Protection were violated most frequently within inspections of offers and services of tour operators and travel agents in the monitored period: 
· Highest number of shortcomings related to claims procedure, namely in 15 cases vendors breached formal requirements for acceptance and settlement of claims, including failure to comply with determined period for settlement. Failure to provide proper information about the extent, conditions and exercising of rights from defective performance was proven in 9 cases; 

· Consumers were not properly informed with prices of package travels and related services in 5 cases;
· Use of certain deceitful commercial practices was discovered in 4 cases. 

Violations of the Act No. 159/1999 Coll. on Some Conditions of Carrying on Business in the Tourist Industry, were detected in one case – a travel agent in its promotional materials didn’t provide information about for which tour operator they mediated sale of a package travel. 

Within the inspection action during the 1st quarter of 2015, 25 fines amounting to 224,000 CZK were lawfully imposed to inspected tour operators and travel agents. 
Conclusion
Results of inspections concerning tour operators and travel agents repeatedly confirmed flaws concerning fulfilment of requirements determined for this field of trade by generally binding legal regulations. Some inspected entities still have difficulties dealing with obligations relating to claims procedure. This is why the Czech Trade Inspection Authority will pay attention to activities of tour operators and travel agents in the future as well. The main touristic season begins and offers of the respective businesses could be incomplete or untruthful with regard to large competition. One of the findings for example concerned provision of untrue information about an accommodation facility being equipped with a swimming pool or failure to provide correct information about an accommodation facility which was claimed to be situated close to railway and road infrastructure. In another case, a consumer didn’t receive any information about how a cancellation fee would be calculated or no confirmation about a contracted package travel was issued with all requirements. 
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