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ABSTRAKT

Bakalarska prace se zaméruje na hodnoceni kvality zakaz-
nického servisu ve vybranych spolecnostech pomoci
metody "Mystery Shopping." Cilem je identifikovat kliCové
aspekty a problémy zakaznického servisu a na zakladé
ziskanych dat formulovat doporuceni pro jejich zlepseni. V
teoretické Casti je vymezena problematika metody mystery
shopping, = marketingové  komunikace, zakaznické
zkusenos-ti a zakaznika. V praktické casti se pomoci
navrzeného scénare a vyhodnoceného standardizovaného
dotazniku zjistuji rGzné aspekty a problémy servisu, véetné
pristupu personalu, rychlosti obsluhy a kvality poskyto-
vanych informaci. Vysledkem prace jsou navrhy na
zlepSeni zkoumanych sluzeb v ramci vybranych prodejen.
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ABSTRACT

The bachelor thesis focuses on the evaluation of customer
service quality in selected companies using the "Mystery
Shopping" method. The aim is to identify key aspects and
problems of customer service and to formulate recommen-
dations for improvement based on the data obtained. In
the theoretical part the issues of mystery shopping
method, marketing communication, customer expe-rience
and customer are defined. In the practical part, various
aspects and problems of service, in-cluding staff attitude,
speed of service and quality of information provided, are
identified using a designed scenario and an evaluated
standardized questionnaire. As a result of the work, sug-
gestions for improvement of the investigated services
within the selected outlets are made.
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