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Abstrakt

Bakalarska prace se zabyva metodou Mystery Shopping, pomoci niz hodnoti kvalitu poskytovanych sluzeb na sesti vybranych pobockach
Ceské posty, s. p. v Praze a Tabore. Prace se zaméruje na hodnoceni nabizenych sluzeb, konkrétne Zakaznické karty, pracovniku jednotli-
vych pobocek a jejich nasledného porovnani. Teoreticka cast zminuje oblast marketingového vyzkumu, ktery je dulezity z hlediska pocho-
peni daného tématu, pojmu a je v primé navaznosti prave na Mystery Shopping, kterému je vénovana pozornost v druhé kapitole teoretic-
ké casti. Prakticka cast se zabyva marketingovym vyzkumem v praxi, hodnoti jednotlivé pobocky z hlediska danych kritérii, predklada na-

sledna souhrnna doporuceni a navrhy na zlepseni poskytované sluzby.

Abstract

This bachelor thesis deals with method called “Mystery Shopping®, which evaluates quality of provided services in 6 selected branches
“Ceska posta, s. p.“ In Prague and Tabor. Thesis is focused on evaluation of offered services, specifically on customer card, employees of

each branch and their subsequent comparison. The theoretical part mentions the area of marketing research, which is important to un-
derstand the topic of the thesis, terms and it i1s directly connected to the mystery shopping, which is mentioned in the second chapter of
the theoretical part. The practical part deals with marketing research in practice. Here I evaluate each branch in terms of the given crite-

ria, followed by a summary of recommendations and suggestions for services improvement.
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Znsteni kvality poskytovanych sluzeb
(Zakaznické karty) spoleénosti Ceskd posta,
s.p. Posouzeni vystupovani pracovniku pre-

pazek a jejich odbornosti.
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Prinos prace

Navrh na zkvalitnéni poskytovanych sluzeb
zakaznikum a zvyseni odbornosti zameést-

nancu.
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