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	PRESS RELEASE


E-shops deceive consumers and don’t settle claims
(Final report of 2015)

(Prague, March 11, 2015) E-commerce belonged among the most frequently monitored inspection fields in 2015, not only due to the high number of existing e-shops but also to numerous consumers’ submissions. Consumers most frequently complained about deceitful commercial practices, unfair and in some cases even fraudulent vendors’ conducts. The Czech Trade Inspection Authority inspected 1,194 e-shops offering goods and services and found breaches of legal obligations in 990 cases (82.9%). During the year, 825 fines amounting to more than CZK 4 million were lawfully imposed. Incorrect or incomplete consumer information were the most frequently detected flaws. “The high ratio of e-shops with flaws cannot be considered as the real picture of internet trade in the Czech Republic because stems from monitoring and subsequent inspections of those traders who fail formal obligations determined by applicable legal regulations. Some vendors for example haven’t implemented the changes that were brought in by the new Civil Code. Hundreds of investigated consumer submissions relating to e-commerce prove that a number of sellers are not willing to fulfil their obligations relating to the responsibility for defective performance and claims procedures. Especially, investigations of e-shops operated by foreign subjects based out of the European Union were problematic. Therefore I recommend consumers to check who they want to buy from before concluding a contract and to consider the hazard rate connected with an online purchase. Inspections of e-shops will belong to the priorities of the inspection activities in 2016 as well,” said Mojmír Bezecný, the Director General of the Czech Trade Inspection Authority. 
The aim of the annual inspection project of the Czech Trade Inspection Authority was to monitor the development of electronic trade on the internet as well as inspect problematic e-shops and prevent unfavourable conducts of sellers that could endanger the legitimate interests of consumers. In the period from January 1 to December 31, 2015, the CTIA carried out 1,194 inspections focused especially on fulfilment of sellers’ obligations as determined in the Act on Consumer Protection and other generally binding legal regulations. Flaws were detected in 990 cases, i.e. 82.9%. The following chart displays the results of inspections carried out by individual inspectorates. 
	Online shopping in 2015

	Inspectorate
	Number of inspections
	Inspections with findings
	Detected breaches in %

	
	
	
	

	Středočeský and Prague
	175
	114
	65.1%

	Jihočeský and Vysočina
	112
	100
	89.3%

	Plzeňský and Karlovarský
	132
	107
	81.1%

	Ústecký and Liberecký
	181
	154
	85.1%

	Královéhradecký and Pardubický
	172
	145
	84.3%

	Jihomoravský and Zlínský
	175
	146
	83.4%

	Moravskoslezský and Olomoucký
	247
	224
	90.7%

	Total
	1,194
	990
	82.9%


The high ratio of inspections in which officers detected violations of obligations cannot be considered as the objective picture of the condition of electronic trade in the Czech Republic. It is a result of continuous monitoring of offers of goods and services online and especially the fact that the inspections are aimed at sellers concerning which it can be expected - based on previous monitoring or inspections - that they don’t comply with obligations stipulated in generally binding legal regulations. CTIA also cannot omit information and notifications submitted to the authority by the consumer public. 
During 2015, the Czech Trade Inspection Authority received 5,178 consumer submissions relating to e-commerce. Consumers most frequently complained about the way their claim was settled, non-delivery of a paid product as well as failure to reimburse the consumer after withdrawal from the contract. Submissions also related to suspicions of sale of counterfeits, deceiving about sales conditions and fraudulent conduct. In almost 15 % of cases, breaches of obligations within the inspection scope of the CTIA were fully or partly proven as well as other flaws were discovered during the inspection. The number of consumers’ submissions increased by about 7% when compared with 2014. 

Detected flaws and imposed sanctions
Operators of e-shops most frequently breached the Act No. 634/1992 Coll. on Consumer Protection:

· Violation of the prohibition to use unfair commercial practices, namely deceitful commercial practices, were proven during inspections of business terms and conditions in 823 cases. Vendors mostly failed to provide information provided by the law or provided incomplete or misleading information concerning contractual conditions or the manner of exercising the rights stemming from the contract;
· Failure to provide proper information to the consumer about the extent, conditions and manner of exercising the right from defective performance (section 13) was proven in 497 cases;
· 155 operators of e-shops failed formal requirements for acceptance and settlement of claims;
· Inspectors proved failure to provide proper information about prices of offered products or services (section 12) in 57 cases;
· Deceitful commercial practice related to offering or selling products that infringe certain intellectual property rights (section 5 par. 2) was discovered within 27 inspections of e-shops;
· Violations of other provisions of the Act on Consumer Protection were detected to a minor extent.
Based on detected violations of generally binding legal regulations, in total 825 fines amounting to CZK 4,196,000 were lawfully imposed in 2015. 

Conclusion
Results of inspections of e-shops in 2015 show permanent growth relating to this form of shopping. However, a number of e-shops operators didn’t register the rules applied by the new Civil Code (Act No. 89/2012 Coll.) two years ago. These vendors still inform consumers in their business terms and conditions untruthfully - according to the old law which is already invalid. The number of consumer submissions received by the Czech Trade Inspection Authority last year show that the field of e-commerce is steadily growing as are the risks for consumers who often don’t check who they conclude their contracts with. Part of the received consumers’ submissions related to e-shops operated by foreign entities based out of the European Union which made it difficult to inspect vendors’ practices. Therefore monitoring and inspections of e-shops will belong to the priorities of inspection activities of the Czech trade Inspection Authority in 2016.
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