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Abstract

The quality of service is an important determinative factor for successful business. One of the
main points for companies, is strengthening customer's desire to buy a product. Usually, the

service affects on the attitude of customers, toward the brand.

The research object of current master's thesis are perfume chain stores and their frontline
employees, how the management cares of their employees and if the employees have emotional
connection to the workplace, where they spend most of their day. The point of the thesis, is
companies clearly to see, the importance of employee s emotional connection. Satisfied employee
provides customer with strong emotional connection, which, consequently, positively affects on

sales and success of the company.

The research has emphasized, that the factors, which negatively affects on employee" s emotional
connection are: job bulling, nepotism, the monotony of the work to be done. All these leads us,

where employees move away emotionally from their work, which causes the leak of them.



