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2013
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Customer Relationship Management (CRM) is management
and marketing strategy which is together with information
technology used in the companies orientated to the customers
and their needs. CRM is currently trend. Only companies
which are able to properly adapt to changing market
requirements can be successful during the economic crisis.
The companies with CRM have a competitive advantage in
compared to the companies without implemented CRM. This
paper illustrates description of selected modern CRM
solutions and Profit per Employee in the selected companies
doing their business in the Czech Republic. In the first part of
the paper are briefly described selected CRM solutions and
their prices. Which parameters it is good to compare? Which
CRM solution can be recommended for small size companies?
And which CRM solution can be recommended for large size
companies? The second part of the paper illustrates the
selected companies and their Profit per Employee during the
years 2007 — 2011. Is there any connection among
implementing CRM and better Profit per Employee? In the
conclusion are summarised main benefits of CRM and results
of the analyses.

Customer Relationship Management (CRM) is management
and marketing strategy which is together with information
technology used in the companies orientated to the customers
and their needs. CRM is currently trend. Only companies
which are able to properly adapt to changing market
requirements can be successful during the economic crisis.
The companies with CRM have a competitive advantage in
compared to the companies without implemented CRM. This
paper illustrates description of selected modern CRM
solutions and Profit per Employee in the selected companies
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doing their business in the Czech Republic. In the first part of
the paper are briefly described selected CRM solutions and
their prices. Which parameters it is good to compare? Which
CRM solution can be recommended for small size companies?
And which CRM solution can be recommended for large size
companies? The second part of the paper illustrates the
selected companies and their Profit per Employee during the
years 2007 — 2011. Is there any connection among
implementing CRM and better Profit per Employee? In the
conclusion are summarised main benefits of CRM and results
of the analyses.
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The Specific Barriers of Implementation of the CRM for
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The paper illustrates the research “Business Requirements for
Information Systems” with the focus on Customer
Relationship Management (CRM). The first part of the paper
describes the main aspects and aims of the research. The
second part of the paper describes the analysis of main barriers
of implementation of the CRM in the small and medium-size
companies. These companies, which have participated on the
research, are operating in the Czech Republic. The CRM is
technology is used mainly by large companies to help them
with customisation of their services and customer care. The
aim of the research is to describe and analyse the main barriers
of using the CRM systems. The reasons, why small and
medium-sized companies are afraid of using the CRM
systems, are described, too. The barriers of implementation of
the CRM are taken from the questionnaire responses.
Obtained results are presented and described in tables. At the
end of the paper are listed the main results of the analysis.
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The paper illustrates the research “Business Requirements for
Information Systems” with the focus on Customer
Relationship Management (CRM). The first part of the paper
describes the main aspects and aims of the research. The
second part of the paper describes the analysis of main barriers
of implementation of the CRM in the small and medium-size
companies. These companies, which have participated on the
research, are operating in the Czech Republic. The CRM is
technology is used mainly by large companies to help them
with customisation of their services and customer care. The
aim of the research is to describe and analyse the main barriers
of using the CRM systems. The reasons, why small and
medium-sized companies are afraid of using the CRM
systems, are described, too. The barriers of implementation of
the CRM are taken from the questionnaire responses.
Obtained results are presented and described in tables. At the
end of the paper are listed the main results of the analysis.
CRM, Customer Relationship Management, Information
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The Evaluation Criteria for the Purchase of the CRM

2013
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The article deals with the part of the research “Business
Requirements for Information Systems” where 208 companies
participated. The research was done using questionnaire
survey. The focus is on Customer Relationship Management
(CRM), respectively selecting criteria according to which is
the CRM chosen by the small and medium-size companies.
The first part of the article describes the methodology and
main aims and assumptions of the research. In the
methodology is described how the research was created and
the composition of the sample of companies. The second part
of the article describes the analysis of the evaluation criteria
for the purchase of the CRM for small and medium-size
companies. Small and medium-sized companies have not as
much money as large companies. This is one of the reasons
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why was as the most important criteria identified a price of the
CRM. The other specific reasons are taken from the
questionnaire responses. Obtained results are presented and
described in tables and graphs. At the end of the article are
listed the main results of the analysis.

The article deals with the part of the research “Business
Requirements for Information Systems” where 208 companies
participated. The research was done using questionnaire
survey. The focus is on Customer Relationship Management
(CRM), respectively selecting criteria according to which is
the CRM chosen by the small and medium-size companies.
The first part of the article describes the methodology and
main aims and assumptions of the research. In the
methodology is described how the research was created and
the composition of the sample of companies. The second part
of the article describes the analysis of the evaluation criteria
for the purchase of the CRM for small and medium-size
companies. Small and medium-sized companies have not as
much money as large companies. This is one of the reasons
why was as the most important criteria identified a price of the
CRM. The other specific reasons are taken from the
questionnaire responses. Obtained results are presented and
described in tables and graphs. At the end of the article are
listed the main results of the analysis.
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Po rozdé€leni spolecného ¢eskoslovenského statu se v pritbé¢hu
uplynulych 20 let (1993 — 2012) rozvijelo Slovensko (SR)
podstatné rychlej$im tempem nez Ceska republika (CR).
Hruby doméaci produkt (HDP) CR se za celé uvedené obdobi
zvysil pouze 0 67.9 %, zatimco v SR o0 128 %, tj. vice jak
dvakrat. RovnéZ v HDP na obyvatele a z hlediska

Abstrakt orig.: konvergence k Evropské unii se hospodarska politika
Slovenska ve srovnani s CR jevi jako vice pragmaticka a
uspesna. Rychly ekonomicky rist SR byl zalozen predevsim
na jiné koncepci a zplisobu prosazovani fiskalni politiky, na
efektivnéj$Sim danovém systému vcetné vybéru dani,
snizovani danovych unikl a na niz§im celkovém danovém
zatizeni.
Po rozdéleni spolecného Ceskoslovenského statu se v pribéhu
uplynulych 20 let (1993 — 2012) rozvijelo Slovensko (SR)
podstatné rychlej$im tempem nez Ceska republika (CR).
Hruby domaci produkt (HDP) CR se za celé uvedené obdobi
zvysil pouze 0 67.9 %, zatimco v SR o 128 %, tj. vice jak
dvakrat. RovnéZz v HDP na obyvatele a z hlediska

Abstrakt ces.: konvergence k Evropské unii se hospodatska politika

Slovenska ve srovnani s CR jevi jako vice pragmatické a

uspeésnd. Rychly ekonomicky rist SR byl zalozen predevsim

na jiné koncepci a zplisobu prosazovani fiskalni politiky, na

efektivnéj$Sim danovém systému vcetné vybéru dani,

snizovani danovych unikl a na niz§im celkovém danovém

zatizeni.

During the last 20 years the gross domestic product (GDP)

Abstraktangl.: increased only by 67.9% in the Czech Republic, while in the
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Slovak Republic for the same period by 128%, i.e. more than
twice compared with the CR. Slovak economic policy for the
whole period 1993-2012 in terms of GDP per capita and in
terms of convergence to the European Union (EU) seems to
be more pragmatic and successful. The rapid economic
development of Slovakia was mainly based on different
concepts and enforcement of fiscal policy, on more efficient
tax system, including tax collection, tax evasion reduction,
and lower overall tax burden.

Rist HDP; hospodaiska politika; zdanéni; dafiové zatizeni
GDP growth; economic policy; taxation; tax burden
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Technicka univerzita v Liberci

Since the establishment of two independent republics in 1993
Slovakia has developed compared to the Czech Republic
significantly faster pace. During the last 20 years the gross
domestic product (GDP) was increased only by 67.9% in the
Czech Republic, while in the Slovak Republic for the same
period by 128%, i.e. more than twice compared with the CR.
Much faster economic growth of Slovakia can be only partly
explained by the lower initial level of economic development.
The rapid economic development in Slovakia was mainly
based on different concepts and enforcement of fiscal policy,
on lower overall tax burden and therefore on a lower level of
redistribution (lower share of public expenditure in GDP) and
more favourable conditions for business. The differences
between the Czech and Slovak economies growth rates are the
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expression of various concepts, objectives and government
economic policy efficiency. Slovak economic policy for the
whole period 1993-2012 in terms of GDP per capita and in
terms of convergence to the European Union (EU) seems to be
more pragmatic and successful.
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Key factor success in logistics management is cost eff
ectiveness. This article aims to describe and apply a method
Economic order quantity (EOQ), which allows managers to
make a number of important supply decisions. Managers can
use EOQ to determine the quantity of items ordered and how
often to order. When used to determine the size of the batch,
then it is called a model of economic lot size. For the lot size
problem we can consider various special cases, one of which
is the case using Monge properties. It can be shown that for a
given case are lot-size problems solvable in linear time.
Klicovym faktorem uspéchu v logistice je ekonomicka
efektivnost. Clanek si klade za cil popsat a aplikovat metodu
Economic order quantity (EOQ), kterd umoziuje manazerim
ucinit fadu dilezitych rozhodnuti ohledné dodavek zbozi.
Manazeii mohou vyuzit EOQ k ur¢eni mnozstvi objednaného
zbozi a jeho frekvenci. Chceme-li urcit velikost davky, pak se
model nazyva ekonomické lot size. Za problémy lot size
muZeme povazovat rizné specialni ptipady, z nichz jeden je v
ptipadé pouziti Mongeovské matice. MUze prokazat, ze lot
size problémy jsou feSitelné v linearnim Case.

Key factor success in logistics management is cost eff
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ectiveness. This article aims to describe and apply a method
Economic order quantity (EOQ), which allows managers to
make a number of important supply decisions. Managers can
use EOQ to determine the quantity of items ordered and how
often to order. When used to determine the size of the batch,
then it is called a model of economic lot size. For the lot size
problem we can consider various special cases, one of which
is the case using Monge properties. It can be shown that for a
given case are lot-size problems solvable in linear time.
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The paper describes the issue of electronic welfare benefits
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payment card. This new noncommercial banking product was
meant to be a new tool of effectiveness in the social benefit
system in the Czech Republic. The goal was effectiveness in
costs, transaction time reduction and directness. However the
implementation scheme turned out to be defective from
design. At first the paper describes a new system of welfare
benefit payment where the commercial bank is implemented
as a service provider. Then the main implementation issues
such the provider contract, the obligatory duty of card usage,
the range of services, possible personal data misuse are
described. The problem got as far as payment system provider
Ceska spotitelna starts to assess if the project is interesting
anymore. At the end the paper assesses the current project
progress and the future.

The paper describes the issue of electronic welfare benefits
payment card. This new noncommercial banking product was
meant to be a new tool of effectiveness in the social benefit
system in the Czech Republic. The goal was effectiveness in
costs, transaction time reduction and directness. However the
implementation scheme turned out to be defective from
design. At first the paper describes a new system of welfare
benefit payment where the commercial bank is implemented
as a service provider. Then the main implementation issues
such the provider contract, the obligatory duty of card usage,
the range of services, possible personal data misuse are
described. The problem got as far as payment system provider
Ceska spotitelna starts to assess if the project is interesting
anymore. At the end the paper assesses the current project
progress and the future.
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This paper is focused on the retail core banking services
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market’s consumers. Although the importance of this market
is obvious, the thorough analysis of the consumer patterns is
not available. This empirical study paper is based on more
than 10 000 retail core banking services individual usage
profiles gathered during years 2010, 2011 and 2012 in the
Czech Republic. At first the paper uses the two-step cluster
analysis to classify the consumers. Two separate computations
identify three clusters by 21 and by 13 variables concerning
turnover, balance and month usage frequency of demanded
services. Two clusters share strong electronic communication
preference showing average and higher activity; the third one
shows a mixed preference of electronic and personal at the
counter communication and the activity is average. The next
goal is to assess if there is a change in retail core banking
services consumer population with activated internetbanking
considering the usage patterns. There is no significant change
considering the mean value vectors by year within each
cluster. There is a change, an increase of more active
consumer cluster share to the detriment of the average
consumer cluster considering the clusters’ shares within each
year. We expect this development to continue in the next
years. This research can be used for better consumer targeting
and overall in marketing strategy.

This paper is focused on the retail core banking services
market’s consumers. Although the importance of this market
is obvious, the thorough analysis of the consumer patterns is
not available. This empirical study paper is based on more
than 10 000 retail core banking services individual usage
profiles gathered during years 2010, 2011 and 2012 in the
Czech Republic. At first the paper uses the two-step cluster
analysis to classify the consumers. Two separate computations
identify three clusters by 21 and by 13 variables concerning
turnover, balance and month usage frequency of demanded
services. Two clusters share strong electronic communication
preference showing average and higher activity; the third one
shows a mixed preference of electronic and personal at the
counter communication and the activity is average. The next
goal is to assess if there is a change in retail core banking
services consumer population with activated internetbanking
considering the usage patterns. There is no significant change
considering the mean value vectors by year within each
cluster. There is a change, an increase of more active
consumer cluster share to the detriment of the average
consumer cluster considering the clusters’ shares within each
year. We expect this development to continue in the next
years. This research can be used for better consumer targeting
and overall in marketing strategy.

retail core banking services; cluster analysis; consumer;
empirical study

zakladni bankovni sluzby; shlukova analyza, spotiebitel,
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Clanek je zaméfen na oblast asymetrie informaci. Cilem
spotiebitele je obvykle nalézt minimalni cenu produktu,
¢emuz ovSem v realité brani asymetricka informace o cené v
neprospéch spotiebitele. Spotiebitel navic neuvazuje ¢asto
mozné néklady spojené s hledanim optimalni ceny (vzhledem
k jeho individualni poptavce). Pfitom praveé ndklady, které je
tteba vynaloZit napf. ve formé& ¢asu hledani, mohou vyrazné
ovlivnit efektivitu celého procesu. Tento ¢lanek provadi
srovnani modeld vychéazejicich z ptivodni myslenky G. J.
Stiglera. Ta popisuje problém hledani za ticelem realizovani
uspory.

Clanek je zaméfen na oblast asymetrie informaci. Cilem
spotiebitele je obvykle nalézt minimalni cenu produktu,
¢emuz ovSem v realit¢ brani asymetrickd informace o cené v
neprospéch spotiebitele. Spottebitel navic neuvazuje Casto
mozné naklady spojené s hledanim optimalni ceny (vzhledem
k jeho individudlni poptavce). Pfitom prave naklady, které je
tteba vynalozit napt. ve form¢ €asu hledani, mohou vyrazné
ovlivnit efektivitu celého procesu. Tento ¢lanek provadi
srovnani modell vychézejicich z plivodni myslenky G. J.
Stiglera. Ta popisuje problém hledani za ucelem realizovani
uspory.

This article is focused on the area of information asymmetry.
The objective of the consumer is usually to find the minimum
price for the product, but in reality it is hindered to the
detriment of consumers by information asymmetry on prices.
In addition, a consumer often does not take into consideration
the costs linked to the process of finding the optimum price
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Globalizace je fenomén, ktery se promita prakticky do vSech
sfér Zivota spole¢nosti. Klicovou tilohu v rdmci globalizace
maji informacni technologie. Diky nim, je umoznéna délba
prace v celosvétovém meétitku, monitorovani a vyuZivani
komparativnich vyhod (na stran¢ surovin, levné pracovni sily,
koupéschopné poptavky) v teritoriich, kterd nabizeji
nejvyhodnéj$i podminky. Mezi technologie, kterym je v
budoucnu predikovan vyznamny riist patii cloud computing.
Cloud computing je soubor informa¢nich a komunikacnich
technologii, pti kterém jsou IT prostiedky dodavany v podobé
sluzeb externim uzivateliim prostfednictvim internetovych
technologii. Cilem ptispevku je popsat vyuziti cloud
computingu v ¢eskych podnicich a porovnat miru jeho
nasazeni s ostatnimi zemémi. V neposledni fadé bude
piispévek doplnén vybranymi informacemi z dotaznikového
Setfeni, které probéhlo mezi 200 podniky v CR pies viechna
odvétvi CZ — NACE. Podniky byly dotazovany na znalost této
technologie, miru jejiho vyuziti, pfipadné zajem o vyuziti v
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budoucnu.

Globalizace je fenomén, ktery se promité prakticky do vSech
sfér zivota spolecnosti. Kli¢ovou tlohu v ramci globalizace
maji informacni technologie. Diky nim, je umoZznéna délba
prace v celosvétovém mefitku, monitorovani a vyuzivani
komparativnich vyhod (na strané surovin, levné pracovni sily,
koupéschopné poptavky) v teritoriich, ktera nabizeji
nejvyhodnéjsi podminky. Mezi technologie, kterym je v
budoucnu predikovan vyznamny rist patii cloud computing.
Cloud computing je soubor informacnich a komunikacénich
technologii, pfi kterém jsou IT prosttedky dodavany v podob¢
sluzeb externim uzivateliim prostfednictvim internetovych
technologii. Cilem piispevku je popsat vyuziti cloud
computingu v ¢eskych podnicich a porovnat miru jeho
nasazeni s ostatnimi zemémi. V neposledni fad€ bude
ptispévek doplnén vybranymi informacemi z dotaznikového
Setient, které prob&hlo mezi 200 podniky v CR pies viechna
odvétvi CZ — NACE. Podniky byly dotazovany na znalost této
technologie, miru jejiho vyuziti, ptipadné zdjem o vyuziti v
budoucnu.

cloud computing, podnik, vyzkum
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Globalization is a phenomenon that is reflected in all spheres
of social life. Information technology have a key role in
globalization. Thanks to them is possible to divide labor on a
global scale , monitoring and use of comparative advantages
(for the raw materials, cheap labor sources , effective demand
) in their terri - that offer advantageous conditions . The
technologies, which in the future is predicted significant
growth in cloud computing . Cloud computing is a set of
information and communication technologies in which IT
resources are delivered in the form of services to external
users via the Internet. The aim of this paper is to describe the
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use of cloud computing in Czech companies and compare its
deployment to other countries.Characteristics of the use of
cloud computing in Czech enterprises is based on surveys
conducted by local and international agencies and on the own
research. Own research was conducted in the autumn of 2013.
There were 200 respondents from small and medium-sized
enterprises across all sectors of CZ - NACE. Enterprises were
asked about their knowledge of the chosen technologies, the
rate of utilization, the expected benefits of these technologies,
or if they are interested in its deployment in the future. As
revealed from the results of this research, many managers and
business owners do not know the term cloud computing and
do not know which specific services and benefits can be
expected. Managers also do not feel the necessity to change
the state of the IT department, so currently there IS only a
small proportion of companies that plan to implement cloud
computing. Implementation of cloud computing is supported
ON national and international level, savings and benefits from
the deployment of this technology are also evident. In this
context, lack of knowledge of this concept and low
deployment of cloud computing in Czech enterprises is a
negative phenomenon.
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