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Clanek se zabyva zjisténym stavem vyuzivani informaéni
technologie a podnikatelské strategie Customer Relationship
Management (CRM) ve vybraném vzorku firem pisobicich v
Ceské republice. V ¢lanku jsou uvedeny nejéastéjsi definice
CRM a shrnuty dosavadni vysledky provedenych analyz a
vyzkumi na vzorku firem se zavedenym CRM. Pomohlo
zavedeni CRM ke zvySeni a zlepSeni obratu a kladného
vysledku hospodareni firmy v dobé ekonomické krize? Jaka IT
feSeni dané firmy zvolily? Obecné povédomi o CRM je mezi
manazery v Ceské republice jiZz nékolik let, ale v porovnani se
zapadnimi staty EU Ceské firmy zaostavaji v jeho vyuzivani.
Patrné i diky ekonomické krizi se za¢ina CRM i v CR vice
prosazovat.

Clanek se zabyva zjisténym stavem vyuzivani informaéni
technologie a podnikatelské strategie Customer Relationship
Management (CRM) ve vybraném vzorku firem ptsobicich v
Ceské republice. V ¢lanku jsou uvedeny nejéastéjsi definice
CRM a shrnuty dosavadni vysledky provedenych analyz a
vyzkumi na vzorku firem se zavedenym CRM. Pomohlo
zavedeni CRM ke zvySeni a zlepSeni obratu a kladného
vysledku hospodaieni firmy v dobé ekonomické krize? Jaka IT
feSeni dané firmy zvolily? Obecné povédomi o CRM je mezi
manazery v Ceské republice jiZz nékolik let, ale v porovnani se
zapadnimi staty EU ¢eské firmy zaostavaji v jeho vyuzivani.
Patrné i diky ekonomické krizi se za¢indA CRM i v CR vice
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prosazovat.

The article is about detected status of using information
technology and business strategy Customer Relationship
Management (CRM) in selected companies in the Czech
Republic. In this article are the most common definitions of
CRM and summarized of results of analysis and researches on
a sample of companies with implemented CRM. Has helped
CRM implementation to increase overall turnover and positive
trading income during the economic crisis? How the IT
solutions companies choose? General awareness of CRM
among managers in the Czech Republic is for several years,
but in comparison with Western states of the EU the Czech
companies are underdeveloped. Probably thanks to the crisis
is CRM beginning to more implementing.
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General awareness of information technology and business
strategy Customer Relationship Management (CRM) among
managers in the Czech Republic is for several years, but in
comparison with Western states of the European Union the
Czech companies are underdeveloped. Apparently also
because of the economic crisis is CRM in the Czech Republic
begins to be used more. The main goal of implementing CRM
is to help to company increase the quality of relationship and
communication with customers. In this article are the most
common definitions of CRM. The main content of this article
is about the analysing and comparing of Trading Income of
selected companies doing business in the Czech Republic.
There are compared selected companies with implemented
information technology and business strategy CRM with
companies without implemented CRM and how it could have
an impact to the Trading Income of these selected companies.
Has CRM implementation helped to increase the positive
Trading Income during the economic crisis? Included is an
analysis of Trading Income from 2007 to 2010 for selected
companies grouped by number of employees. The conclusion
summarizes the analysis of results and assumptions and
benefits of CRM.

Clanek se zabyva finan¢nimi zisky z obchodovani vybranych
firem ptisobicich v Ceské republice. Jsou porovnavany vybrané
firmy se zavedenou informac¢ni technologii a obchodni
strategii CRM s firmami, které CRM doposud zavedeno
nemaji, a jaké by to mohlo mit dopady na finan¢ni zisk z
obchodovani téchto vybranych firem. Rovnéz je obsazena
analyza finanénich ziskl vybranych firem béhem let 2007 az
2010. V zavéru je shrnuti vysledki analyz a klady a pfinosy
CRM.

General awareness of information technology and business
strategy Customer Relationship Management (CRM) among
managers in the Czech Republic is for several years, but in
comparison with Western states of the European Union the
Czech companies are underdeveloped. Apparently also
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because of the economic crisis is CRM in the Czech Republic
begins to be used more. The main goal of implementing CRM
is to help to company increase the quality of relationship and
communication with customers. In this article are the most
common definitions of CRM. The main content of this article
is about the analysing and comparing of Trading Income of
selected companies doing business in the Czech Republic.
There are compared selected companies with implemented
information technology and business strategy CRM with
companies without implemented CRM and how it could have
an impact to the Trading Income of these selected companies.
Has CRM implementation helped to increase the positive
Trading Income during the economic crisis? Included is an
analysis of Trading Income from 2007 to 2010 for selected
companies grouped by number of employees. The conclusion
summarizes the analysis of results and assumptions and
benefits of CRM.
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This study deals with mapping the market with Customer
Relationship Management (CRM) software solutions which
are offered to the business companies in the Czech Republic.
From the previous researches by Némecek we know the most
used CRM IT software solutions in the selected Czech business
companies and their providers. From the questionnaire survey
carried out in the previous researches we know the main
manager’s expectations from CRM software. In this study are
described these main manager's expectations before
implementing CRM in their business companies and the real
state (situations) after implementing CRM software in their
business companies. The main aims of this study are:
comparing the most using CRM software solutions, finding
and analyzing common comparable parameters, describing
the main manager’s expectations and finding and describing
main advantages and disadvantages of these CRM IT software
solutions. Some of obtained results are also presented in the
table and described. At the end of this study are summarized
the main findings and conclusions of the analysis.

Studie se zabyva mapovanim trhu s CRM softwarovymi
feSenimi, ktera jsou nabizena v Ceské republice. Z
predchozich vyzkumi jsou znama nejvice pouzivana CRM IT
feSeni ve vybraném vzorku ¢eskych firem a jejich
poskytovatelé. Rovnéz jsou z predchozich vyzkumt znama
oCekavani manazert od CRM software. V této studii jsou tato
o¢ekavani popsana. Hlavni cile této studie jsou: porovnani
nejvice pouzivanych CRM softwarovych feSeni, analyza a
porovnani srovnatelnych parametrd, popsani hlavnich
oCekavani manazerd, a popsani hlavnich vyhod a nevyhod
popisovanych CRM IT feSeni. V zavéru jsou shrnuti
provedenych analyz.
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This study deals with mapping the market with Customer
Relationship Management (CRM) software solutions which
are offered to the business companies in the Czech Republic.
From the previous researches by Némecek we know the most
used CRM IT software solutions in the selected Czech business
companies and their providers. From the questionnaire survey
carried out in the previous researches we know the main
manager's expectations from CRM software. In this study are
described these main manager's expectations before
implementing CRM in their business companies and the real
state (situations) after implementing CRM software in their
business companies. The main aims of this study are:
comparing the most using CRM software solutions, finding
and analyzing common comparable parameters, describing
the main manager’s expectations and finding and describing
main advantages and disadvantages of these CRM IT software
solutions. Some of obtained results are also presented in the
table and described. At the end of this study are summarized
the main findings and conclusions of the analysis.
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This article deals with state of using information technology
and business strategy Customer Relationship Management
(CRM) in selected sample of companies which are doing their
business in the Czech Republic. In the article are most using
definition CRM and results of our analyzes and researches on
a sample of companies with implementing CRM. Has helped
CRM for increasing and better Overall Turnover and Trading
Income during the economic crisis? Which CRM IT solution
was chosen by management of the sample of companies?
General awareness of the CRM among managers in the Czech
Republic is for several years, but in comparison with Western
nations of the European Union the Czech companies are still
lagging in its use. At the time of the lingering economic crisis
CRM starts to be more implemented. In this article are also
described these main manager's expectations before
implementing CRM in their business companies.

Clanek se zabyva vyuzivanim informacnich technologii a
obchodnich strategii zaméfenych na fizeni vztahi se
zakazniky (CRM) na vzorku vybranych firem pdsobicich v
Ceské republice. Je v ném obsaZeno nékolik nejpouzivanéjsich
definic CRM a vysledky vlastnich analyz a vyzkum na vzorku
vybranych firem se zavedenym CRM. RovnézZ jsou v ném
obsaZeny analyzy vysledkti hospodatreni a finan¢nich ziska
vybranych firem a nejcastéji pouzivanych CRM IT feseni.
This article deals with state of using information technology
and business strategy Customer Relationship Management
(CRM) in selected sample of companies which are doing their
business in the Czech Republic. In the article are most using
definition CRM and results of our analyzes and researches on
a sample of companies with implementing CRM. Has helped
CRM for increasing and better Overall Turnover and Trading
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Income during the economic crisis? Which CRM IT solution
was chosen by management of the sample of companies?
General awareness of the CRM among managers in the Czech
Republic is for several years, but in comparison with Western
nations of the European Union the Czech companies are still
lagging in its use. At the time of the lingering economic crisis
CRM starts to be more implemented. In this article are also
described these main manager's expectations before
implementing CRM in their business companies.
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This study analyzes the innovative environment in the Czech
Republic and its position among other European Union
member states. The innovations conducted by ICT enterprises
are inspected in particular from various angles.

Tato studie analyzuje inovativni prostfedi v Ceské republice a
jeji” pozici mezi dal$imi ¢lenskymi staty Evropské unie.
Inovace provadéné ICT podniky jsou zkoumany z riznych
hledisek.

This study analyzes the innovative environment in the Czech
Republic and its position among other European Union
member states. The innovations conducted by ICT enterprises
are inspected in particular from various angles.
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This study analyzes the Czech ICT companies with regard to
their classification and characteristics by their size, turnover,
legal and geographical affiliation and main economic activity.
The aim is to reveal the specifics of the Czech market of
information and communication technologies.

Tato studie analyzuje ¢eské ICT podniky vzhledem k jejich
zaméreni. Tyto podniky jsou tfidény podle velikosti, obratu,
pravni formy, sidla firmy a jejich hlavni ekonomické ¢innosti.
Hlavnim cilem ¢lanku je popsat specifika ¢eského trhu
informacnich a komunikacnich technologii.

This study analyzes the Czech ICT companies with regard to
their classification and characteristics by their size, turnover,
legal and geographical affiliation and main economic activity.
The aim is to reveal the specifics of the Czech market of
information and communication technologies.
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During the research which dealt with advanced technologies
and clusters of advanced technologies managed to find
interesting and identical attributes for the implementation of
advanced technologies in group of manufacturing companies
in the Czech Republic. For a detailed monitoring and
questioning of individual companies were able to demonstrate

Abstrakt orig.: a relationship between companies that implement advanced
technologies such as clusters of advanced technologies and
companies that use systems engineering. The aim of this
research was to demonstrate the relationship between clusters
of advanced technologies and systems engineering. The
outputs of that research are described in this paper, which is
targeting on Czech Republic in the year 2011.
V pribéhu vyzkumu vyspélych technologii a klastrt vyspélych
technologii byly zjistény zajimavé a totozné atributy pti
zavadéni vyspélych technologii u vyrobnich firem v Ceské
Republice. Pri podrobném sledovani a dotazovani
jednotlivych firem, bylo moZno poukazat na souvislosti mezi

Abstrakt Ces.: spole¢nostmi, které zavadéji vyspé€lé technologie, at uz jako
klastry nebo individualni technologie a systémovym
inzenyrstvim. Cilem tohoto ¢lanky bylo popsat vztahy mezi
klastry vyspélych technologiia systémovym inZenyrstvim.
Vystupy tohoto vyzkumu jsou popsany v tomto ¢lanku, ktery
je zaméten na Ceskou Republiku v roce 2011.

Abstrakt angl.: During the research which dealt with advanced technologies
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and clusters of advanced technologies managed to find
interesting and identical attributes for the implementation of
advanced technologies in group of manufacturing companies
in the Czech Republic. For a detailed monitoring and
questioning of individual companies were able to demonstrate
a relationship between companies that implement advanced
technologies such as clusters of advanced technologies and
companies that use systems engineering. The aim of this
research was to demonstrate the relationship between clusters
of advanced technologies and systems engineering. The
outputs of that research are described in this paper, which is
targeting on Czech Republic in the year 2011.

6

AH

Papir, CD

FIM UHK

http://www.wseas.us/e-
library/conferences/2012/Zlin/FAA/FAA-41.pdf

Advanced Technologies; AT; Clusters of Advanced
Technologies; CAT; Systems Engineering; SE; Correlation;
Dependence;

Vyspélé technologie; AT; Klastry vyspélych technologii; CAT;
Systémové inzenyrstvi; SE; Korelace; Zavislost;

angli¢tina (eng)

Vztah mezi klastry vyspélych technologii a systémovym
inZenyrstvim

Relationship between Clusters of Advanced Technologies and
Systems Engineering

20.09.2012

11.01.2013

S -

V -

--- Strana 12 z 22 ---



Vypis z OBD ze dne 11. 01. 2013 10:21h
Leona Patockova:

Potadové ¢islo: 1/2

ID publikace:
Stav:

Literarni forma:
Rozsireni LiF:
Titul (v
originale):

Rok publikace:
Autor:

Nazev zdroje:
Misto publikace:
Cislo:

ISSN:

Vydavatel:
Ro¢nik:

Strany:

Abstrakt orig.:

Abstrakt Ces.:

43867469

Ke kontrole

J_CLANEK V ODBORNEM PERIODIKU

J_Clanek v odborném periodiku

Fluctuation and Knowledge Management in Non-profit
Organization

2012

Leona Patoc¢kova (Prac.: 2900)

Procedia - social and behavioral sciences

Amsterdam

24.10.2012

1877-0428

Elsevier

62

1051-1055

This paper describes fluctuation of members and use of
knowledge management in specific non-profit organization,
ESN Buddy System HK, from the Czech Republic. The
members’ fluctuation is measured and analyzed from the
academic year 2007/2008 until the current academic year
2011/2012 and some assumptions are described. The theme
fluctuation is completed by knowledge management, one of
ways how organization or company can deal with negative
impacts of fluctuation. The establishment and using of
knowledge management is described and through
questionnaires evaluated by organization’s management and
members. The aim of the research is to use data mining and
statistics analysis to find some similarity in members’
fluctuation in last 5 academic years, which means 10
measured periods, and use this result and outcome from
questionnaires to improve knowledge management in the
organization. The findings and improvements will be
implemented to ESN Buddy System HK and again reviewed by
its new management.

Tento ¢lanek pojednava o fluktuaci ¢lent a pouzivani
znalostniho managementu ve vybrané neziskové organizaci,
ESN Buddy System Hradec Kralové, Ceska republika.
Fluktuace ¢lenti je méfena a analyzovana od akademického
roku 2007/2008 az do akademického roku 2011/2012,
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zaroven jsou popsany predpoklady. Téma fluktuace je
doplnéno znalostnim managementem, jednim ze zptisobi jak
se muiZe organizace Ci firma vypotadat s negativnimi dopady
fluktuace. Zavedeni a vyuzivani znalostniho managementu je
popsano a zhodnoceno pomoci dotaznikového Setfeni, které
probéhlo mezi ¢leny i vedenim organizace ESN. Cilem
vyzkumu je vyuzit data mining a statistické analyzy pro
nalezeni podobnosti ve fluktuaci ¢lent organizace za 5
akademickych let, coZ je 10 méfenych obdobi, a pouzit
vysledky pro zlepSeni znalostniho managementu organizace.
Zavéry a navrhy zlepSeni budou implementovany do
organizace ESN Buddy System Hradec Kralové a znovu
prezkoumany novym vedenim organizace.

This paper describes fluctuation of members and use of
knowledge management in specific non-profit organization,
ESN Buddy System HK, from the Czech Republic. The
members’ fluctuation is measured and analyzed from the
academic year 2007/2008 until the current academic year
2011/2012 and some assumptions are described. The theme
fluctuation is completed by knowledge management, one of
ways how organization or company can deal with negative
impacts of fluctuation. The establishment and using of
knowledge management is described and through
questionnaires evaluated by organization’'s management and
members. The aim of the research is to use data mining and
statistics analysis to find some similarity in members’
fluctuation in last 5 academic years, which means 10
measured periods, and use this result and outcome from
questionnaires to improve knowledge management in the
organization. The findings and improvements will be
implemented to ESN Buddy System HK and again reviewed by
its new management.

5

AE

elektronicky
http://www.sciencedirect.com/science/article/pii/S18770428
12036208

Fluctuation; Knowledge management; Non-profit
Organization

Fluktuace; Znalostni management; Neziskova organizace
angli¢tina (eng)

Fluktuace a znalostni management v neziskové organizaci
Fluctuation and Knowledge Management in Non-profit
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This paper describes research about information
technologies, which are used in specific non-profit
organization ESN Buddy System HK, from the Czech
Republic. This organization provides the help for foreign
students which are coming to the Czech Republic for study.
The main aim of the research was to find the most appropriate
system especially for Knowledge Management and Human
Resources Management. Because the organization is dealing
with high rate of member turnover, these two fields of interest
have strong impact on its performance. Chosen systems are
described and compared. The satisfaction of organization's
members with these systems was measured through the
questionnaires. In this paper are also described the principles
of technology and business strategy Customer Relationship
Management (CRM). On the selected examples are explained
ways how non-profit organization can take benefits from CRM
technology. Mainly advantages for Fundraising are described
too. At the end of this paper are main results and conclusions
of the research.

Tato prace popisuje vyzkum informacnich technologii, které
jsou vyuzivany neziskovou organizaci ESN Buddy System
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Hradec Kralové, Ceska republika. Tato organizace pomaha
zahrani¢nim student@im, kte¥{ p¥ichazeji do Ceské republiky
za Ucelem studia. Hlavnim cilem vyzkumu bylo najit
nejvhodnéjsi systém pro znalostni management a fizeni
lidskych zdrojt. ProtoZe se organizace potyka s vysokou
mirou fluktuace svych ¢lenti, maji tyto dvé oblasti zna¢ny
dopad na jeji chod. Spokojenost ¢lenti organizace s vybranymi
systémy, které jsou v této praci popsany, byla méfena pomoci
dotaznikd. V této praci jsou také popsany principy
technologie a strategie Rizeni vztahd se zdkazniky (CRM). Na
vybranych ptikladech jsou vysvétleny moZnosti, jak neziskova
organizace muze ziskat pfinosy pouzivanim CRM. Rovnéz
jsou popsany vyhody pro Fundraising. V zavéru jsou shrnuty
vysledky tohoto vyzkumu.

This paper describes research about information
technologies, which are used in specific non-profit
organization ESN Buddy System HK, from the Czech
Republic. This organization provides the help for foreign
students which are coming to the Czech Republic for study.
The main aim of the research was to find the most appropriate
system especially for Knowledge Management and Human
Resources Management. Because the organization is dealing
with high rate of member turnover, these two fields of interest
have strong impact on its performance. Chosen systems are
described and compared. The satisfaction of organization's
members with these systems was measured through the
questionnaires. In this paper are also described the principles
of technology and business strategy Customer Relationship
Management (CRM). On the selected examples are explained
ways how non-profit organization can take benefits from CRM
technology. Mainly advantages for Fundraising are described
too. At the end of this paper are main results and conclusions
of the research.
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papir

FIM UHK
http://www.world-education-center.org/index.php/P-
ITCS/article/view/666

Customer Relationship Management; Fundraising; Human
Resources Management; Knowledge Management; Member
Turnover,

Rizeni vztaht se zikazniky; Fundraising; Human Resources
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This paper is focused on the retail core banking services
market. In the Czech Republic the consumers can use web
accessible free of charge comparison tool for current account
offer called the retail bank charges calculator. This system’s
database holds day-to-day usage patterns of every consumer
using this calculator. The aim is to classify the Czech e-
banking clients that used the calculator during the year 2011.
As a data preparations there were performed verification-
validation phase, transformation and dimension reduction.
The two-step cluster analysis was performed on 11 255 records
classified by 19 variables regarding the type of the ser-vice,
moth usage frequency or average amount of money,
communication channel used to establish or order the service
and the criterion if the service falls within or outside the
single provider. Analysis indentified as an optimal number of
clusters 3. There were identified mainstream client, active
client and the client with the mixed communication channel
preference.

Tento ¢lanek je zaméfen na trh zakladnich bankovnich sluzeb.
V Ceské republice se mohou spotiebitelé vyuzit zdarma
pristupny nastroj pro komparaci poplatkt bézZného uctu tzv.
Kalkulator bankovnich poplatkd. Jeho databaze obsahuje
zpusoby vyuzivani béZného tuctu spotiebitelem. Cilem je
klasifikovat spotfebitele s aktivnim e-banking. Dvoukrokova
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shlukova analyza byla provedena na 11 255 zaznami za
pomoci 19 proménnych. Analyza identifikovala jako optimalni
pocet shlukd 3. Byly identifikovany profily primérného
klienta, aktivniho a klienta se smiSenou preferenci
komunika¢niho kanalu.

This paper is focused on the retail core banking services
market. In the Czech Republic the consumers can use web
accessible free of charge comparison tool for current account
offer called the retail bank charges calculator. This system’s
database holds day-to-day usage patterns of every consumer
using this calculator. The aim is to classify the Czech e-
banking clients that used the calculator during the year 2011.
As a data preparations there were performed verification-
validation phase, transformation and dimension reduction.
The two-step cluster analysis was performed on 11 255 records
classified by 19 variables regarding the type of the ser-vice,
moth usage frequency or average amount of money,
communication channel used to establish or order the service
and the criterion if the service falls within or outside the
single provider. Analysis indentified as an optimal number of
clusters 3. There were identified mainstream client, active
client and the client with the mixed communication channel
preference.
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2108 tcastnil student Ing. Ivan Soukal (v dobé uznani ¢lanku
jesté bez titulu Ph.D.) a Ing. Jan Némecek
http://mme2012.opf.slu.cz/proceedings/index.php
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This paper is focused on the information asymmetry problem.
When the consumer has a market overview then the optimal
product can be chosen more or less easily. We model more
realistic situation where the consumer does not have a market
overview and so the process of search has to be performed.
The harder the search is the higher information asymmetry is.
The aim of the paper is to find if the information asymmetry
prevents the consumer to find optimal product and if yes then
to model what price rational consumer will choose. For this
purpose we reworked Stigler’s model into the model more
suitable for the small market needs. We used this model on the
retail core banking services to individuals in the Czech
Republic. On this market the information asymmetry was
found within the European Union research as well as within
our own research. We find that information asymmetry
prevents even low search cost user the optimal price choice,
we are abstracting from the influence of scattered knowledge,
advertisement etc. However for more than half of the products
on this market it is rational to search for the better price and
so to generate positive savings. Also we state that information
asymmetry is mostly caused by variable costs on search that
express the task of a final price determination.

Clanek je zaméfen na problém asymetrie informaci. Pokud ma
spotrebitel prehled o trZznich cenach, Ize optimalni produkt
zvolit snadno. To v realité neplati z divodu asymetrie
informaci. Cilem je zjistit zda a jak realna asymetrie informaci
zabrani, ¢i ztizi identifikaci optimalniho produktu. K tomu je
uzit vlastni model malého trhu (pfepracovany Stiglertiv
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model) a udaje z trhu zékladnich bankovnich sluzeb v CR.
This paper is focused on the information asymmetry problem.
When the consumer has a market overview then the optimal
product can be chosen more or less easily. We model more
realistic situation where the consumer does not have a market
overview and so the process of search has to be performed.
The harder the search is the higher information asymmetry is.
The aim of the paper is to find if the information asymmetry
prevents the consumer to find optimal product and if yes then
to model what price rational consumer will choose. For this
purpose we reworked Stigler’s model into the model more
suitable for the small market needs. We used this model on the
retail core banking services to individuals in the Czech
Republic. On this market the information asymmetry was
found within the European Union research as well as within
our own research. We find that information asymmetry
prevents even low search cost user the optimal price choice,
we are abstracting from the influence of scattered knowledge,
advertisement etc. However for more than half of the products
on this market it is rational to search for the better price and
so to generate positive savings. Also we state that information
asymmetry is mostly caused by variable costs on search that
express the task of a final price determination.
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Modelovani spotfebitelem pozadované ceny - pripadova studie
na trhu zakladnich bankovnich sluzeb

Consumer desired price modeling - case study on the RCBS
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