
Abstract:  

Background: Analysis of client satisfaction with contact center services is one of the important 

tools for obtaining feedback on the contact center services offered and on interventions by 

employees. The diploma thesis deals with the interventions offered by the Stage 5 contact center 

and how it is evaluated by its clients. According to the annual report of Progressive o.p.s. the 

number of clients in contact is increasing every year and their needs can be expected to change 

over time. However, we often lack feedback from these service users to think about specific 

adjustments to existing services. 

Aims: The aim of the research is to obtain a so-called "consumer" view from the centre's clients. 

More specifically, to obtain information about their satisfaction with the range of services they 

use. Based on the respondents' answers, consider or suggest how individual interventions could 

be improved or new ones proposed. Through research questions, I also focus on the time 

flexibility of individual interventions in the use of clients. 

Research set: The research set coincides with the primary target group of the contact center. 

They are problematic and often long-term users of addictive substances that meet the EMCDDA 

definition (person using heroin and other opiates, cocaine, amphetamine, methamphetamine or 

injecting drug user of any other drug). When selecting respondents, I chose the institutional 

selection purposeful (intentional). The sample consists of 30 respondents, 19 men and 11 

women who have long used the Stage 5 contact center and its interventions. 

Methods: For the research part, a semi-structured interview was prepared for the clients of the 

contact center, which was used to collect data. An analysis of existing data was used to compare 

and disseminate the results. The data collected by the interview was recorded in a record sheet. 

Data analysis was performed using coding techniques provided by grounded theory. Text 

coloring was also used. 

Results: The interventions offered by KC Stage 5 are used and appreciated by the respondents. 

The offer is comprehensive and meets their needs. Respondents made suggestions to 

supplement some interventions. Specifically, it was a matter of introducing the possibility to 

wash clothes in the contact center. Other suggestions concerned a lack of health care and a bad 

experience with visiting hospital wards. Respondents would appreciate if a general practitioner 

or a psychiatrist were present in the CC. The proposed amendments concerned the extension of 

the opportunity to take a shower at other times of the day or the regular introduction of a food 

bank. The time availability of the contact center is suitable for respondents, at the time when 

Stage 5 is closed, they visit other contact centers or come into more frequent contact with field 

programs. The respondents rated the staff of the contact center as excellent and appreciated 

their methods of work and character traits. 

Conclusion: The evaluation of client satisfaction provided a wealth of infirmation that the Stage 

5 Contact center team or Progressive management could possibly rely on if they were 

considering expanding their services. The research provided information on how respondents 

use contact center interventions, how satisfied they are with them and were able to express 

suggestions for additions or changes. 


