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uvoD

Vérnostni program BENU Iékarny je sice mezi zakazniky Iékaren popularni a je dobfe strukturovan, ale lidé maji
s jeho uzivanim opakujici se komplikace.

Co zakaznici nejvice ocenuji na jejich vérnostnich kartach?

Jednoduché pouzivani 16%
Slevy na vybrané zbozi 16%
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Sleva na cely nakup I 8%
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Cilem diplomové prace je analyza spokojenosti zakaznikl s vérnostnim programem BENU PLUS, identifikace
kritickych mist programu a nasledné navrh jeho optimalizace.
Prichozi hovory tykajici se vérnostniho programu
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METODIKA

Vyzkum je rozdélen na kvalitativni a kvantitativni. Kvalitativni vyzkum probihal prostfednictvim pozorovani
vyzkumné skupiny (n = 10), ktera zkousSela klic¢ové funkce vérnostniho programu. Kvantitativni vyzkum
(n = 8 262) probéhl pomoci dotaznikového Setieni.

ZAVER
Na zakladé pozorovani a nasledného rozhovoru s vyzkumnou skupinou byla stanovena kriticka mista programu

a navrzena optimalizovana feSeni pro veskereé vyskytnuté komplikace. Tyto navrhy jsou téZ zpracovany do
procesnich map.

Zikazi

Saftwarovi aplikace

ENGLISH SUMMARY

Introduction: The BENU pharmacy loyalty program is popular among pharmacy customers and is well structured, but
people have recurrent complications with its use.

Aims: The aim of the thesis is to analyse customer satisfaction with the loyalty program BENU PLUS, to identify
critical points of the program and then to design its optimization.

Methodology: The research is divided into qualitative and quantitative. Qualitative research was conducted through
observation of a research group (n = 10), which tested key loyalty program functions. Quantitative research (n = 8 262)
was conducted using a questionnaire survey.

Conclusion: Based on the observation and subsequent interview with the research group, the critical points of the
program were determined and the optimized solutions for all the complications occurred. These proposals are also
processed into process maps.



