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	PRESS RELEASE



CTIA warns against Viagogo
(Prague, November 30, 2018) From the start of the year, CTIA received about 40 complaints relating to the website viagogo.com. Complaints most frequently concerned price increase during the order process online, impossibility to cancel the purchase as well as invalid tickets, failure to reimburse consumers after concerts were cancelled and so on. Officers of the Czech Trade Inspection Authority of the Hradec Kárlové Region and Pardubice Region carried out inspections based on numerous submissions from consumers and proved the use of unfair commercial practices. 
A typical consumer submission regarding the viagogo.com website is as follows: “I bought tickets for the sport match Sparta – Slavia. Tickets were offered by the company Viagogo for CZK 896. I inserted my credit card number, ordered three tickets, and saw a generated price 3 x CZK 896 plus 3 x CZK 90 for delivery, and 3 x CZK 319 as a kind of reservation fee. Unfortunately I didn’t manage to cancel the payment order and the amount was paid. I wanted to cancel the order immediately, but I was told that I would get back the amount of 3 times CZK 896 and that Viagogo would keep the paid fees. I had no other choice, but to issue an ad. Helpless solution; in a few seconds I let the company earn CZK 1,227. Unfortunately, I’ve been bullied, but I want to warn others.”
The CTIA Regional Inspectorate of the Hradec Králové Region and Pardubice Region investigated the submissions and carried out an inspection purchase on viagogo.com. A ticket for a Robbie Williams concert for CZK 2,681 was ordered, and the text “+ reservation fees and VAT” was displayed too, but the consumer wasn’t informed about the real final price. This is an example of a failure to inform consumers about final prices, i.e. the use of an unfair commercial practice. In addition, the website lacks information about consumer rights and the obligatory information about the alternative dispute resolution. The Czech Trade Inspection Authority then imposed a fine amounting to CZK 60,000. The decision has already been delivered to the address Viagogo AG, Rue Du Commerce 4, 1204 Geneva, Switzerland, and became effective.
However, the fine as such cannot help individual consumers. The Czech Trade Inspection Authority – within its surveillance activities – cannot intervene within individual contract relations of two parties and make sellers reimburse the consumer for tickets that couldn’t be used etc. In addition, most cases aren’t consumer complaints, because according to the general terms and conditions the company acts as an intermediary mediating a purchase of tickets between two people (mostly two people who don’t act as traders). The website operator earns on various fees. It is a sophisticated form of specialized sale of tickets online.
Consumer has to enforce their rights in a court action or to prevent problems and buy tickets from official traders. It is a pan-European problem, because harmed European consumers turn to the European Consumer Centres Network who also cannot help in finding an out-of-court solution because the network has no representation (member centre) in Switzerland. 
Based on a recent decision of a British court, the Company Viagogo will have to provide consumers with more information not only regarding prices within the sale of offered tickets. The decision resulted in a number of reactions from British consumers and the Company Viagogo tries to persuade consumers for example that all tickets are real, see https://twitter.com/viagogopress. 
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