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	PRESS RELEASE


Problems of funeral services – information and fairness of sale 

(Final report 2015)

(Praha, December 16, 2015) Funeral services is a specific field because consumers use them when they lose their beloved ones. Hence, they perceive every flaw very personally. Therefore they expect that their requirements will be respected and that they will not have to face unfairness and misconducts usual in other fields. During an inspection action carried out from April to September, CTIA inspectors proved that this isn’t always the case. They discovered various flaws in 40% of 135 inspections. This was despite the fact that the field of funeral services is stabilized and new entities appear only rarely. Inspected persons most frequently breached the principles of fair sale. Another detected flaw was the failure to issue proper funeral order. With regard to the high ratio of braches it can be assumed that inspections of funeral services will continue next year.
The national inspection action focused on compliance with obligations stemming to sellers from generally binding legal regulations within offer and provision of funeral services was carried out by the Czech Trade Inspection Authority from April 1 to September 30, 2015. Officers inspected especially fulfilment of obligations determined by the Act on Consumer Protection (Act No. 634/1992 Coll.), in the consequence of the Act No. 256/2001 Coll. on Undertaking. As the following chart shows, individual inspectorates discovered flaws in 53 cases, i.e. 39.3% of the total number of 135 inspections. 
	Inspections of funeral undertaking services – 2015

	Inspectorates
	Number of inspections
	Inspections with findings
	Detected breaches in %

	
	
	
	

	Středočeský and Prague
	20
	5
	25.0%

	Jihočeský and Vysočina
	23
	11
	47.8%

	Plzeňský and Karlovarský
	20
	4
	20.0%

	Ústecký and Liberecký
	22
	13
	59.1%

	Královéhradecký and Pardubický
	12
	4
	33.3%

	Jihomoravský and Zlínský
	15
	7
	46.7%

	Moravskoslezský and Olomoucký
	23
	9
	39.1%

	Total
	135
	53
	39.3%


Detected flaws and imposed sanctions
Violations of the Act No. 634/1992 Coll. On Consumer Protection:
· 26 vendors breached the obligation to inform consumers about prices of sold products or provided services in compliance with pricing regulations (section 12). Flaws concerned especially failures to display prices of offered funeral services, supplementary funeral goods such as vases, urns, containers for urns, rosaries, ceramics and so forth. In some cases prices were displayed without VAT; 

· Seller’s obligation to ensure that sold products are visibly and clearly marked with information about the manufacturer or importer, product name, information about the weight, amount or proportions and so forth (section 10) was breached in 12 cases. These shortcomings were detected for example concerning funeral lamps and urns;
· Inspectors acting as consumers proved failures to issue confirmation of the acceptance of an order in writing in 9 cases when the service wasn’t provided immediately (section 15 par. 3). In some cases, confirmation was issued, but didn’t contain all required information;
· The obligation to sell products and provide services for prices concluded in compliance with the pricing regulations and to correctly bill prices within sale of products or provision of services (section 3 par 1 letter c) was breached in 8 cases. For example incorrect billing was detected in a case when a service provider billed by CZK 1000,50 more for a transport of a dead; 

· Prohibition of the use of deceitful commercial practices (section 5) was violated by inspected persons in 6 cases when consumers were deceived by untrue or incomplete information; 

· 5 sellers didn’t inform consumers about the extent, conditions, and the manner of exercising the rights from defective performance as well as information about where to make the claim (section 13). Insufficient information was provided in terms and conditions of a vendor who offered organisation of a funeral over the internet. Another service provider informed that it is necessary to make all claims during the maximum of 48 hours after the funeral;
· Violations of other provisions of the law were discovered rarely. 

During the inspection action focused on funeral services, inspectors imposed prohibition of sale on 275 pieces of products amounting to CZK 103,862 that failed conditions for being placed on the market. Based on the detected breaches of generally binding legal regulations, in total 46 fines amounting to CZK 119,000 were lawfully imposed during the inspection project. 
Conclusion
Results of the inspection of funeral services in 2015 showed that aiming at this specific field which is mentally very difficult to consumers was reasonable. Funeral undertaking and related services are perceived very sensitively by consumers who use them when they lose their closest. Despite this market segment is basically stabilized and new entities come about only rarely, it can be expected that funeral services will be offered to consumers also over the internet. With regard to the disturbing ratio of detected flaws, the Czech Trade inspection Authority will keep monitoring and inspecting this field.
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