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Please, answer all questions. Answers should not exceed 2 pages/question.

1. What kind of relationship ending strategies can be identified? Why is it important from the
managerial perspective?

2. What is CRM understood as a system/software? What do we need to consider to
successfully implement a CRM system in a company?

3. Describe different levels of managing customer relationships from the network perspective.
Why do we need to understand these levels and their relationship?

4. What is key account management (KAM) and how can we explore and conceptualize it with
theoretical models? Explain with the aid of practical examples what kind of
restrictions/problems can be identified in KAM.

Good luck with the exam!



