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This thesis addresses the issue of customer complaintsin the context of Customer Relationship Management
(CRM). After acomprehensive survey of the current literature on CRM, the thesis describes the development
of anew intelligent CRM (I-CRM) framework, which integrates text analytics, type mapping, SPSS,
structural equation modeling, and linear and fuzzy approaches. This new methodology, in contrast to
previous ones, is able to handle customer complaints with respect to different variables, thus allowing
organizationsto find their key customers and key complaints, and to address and provide solution to the
major complaints of the key customers, hence promoting business development. The thesis also describes
the successful application of the method to a real-world case, represented by the immeasurable truck drivers
complaints at the Fremantle port in Western Australia.
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From reader reviews:
Robert Stewart:

Here thing why thiskind of An Intelligent Customer Complaint Management System with Application to the
Transport and Logistics Industry (Springer Theses) are different and reliable to be yours. First of al reading
through a book is good but it really depends in the content of the usb ports which is the content is as
delicious asfood or not. An Intelligent Customer Complaint Management System with Application to the
Transport and Logistics Industry (Springer Theses) giving you information deeper and different ways, you
can find any publication out there but there is no publication that similar with An Intelligent Customer
Complaint Management System with Application to the Transport and Logistics Industry (Springer Theses).
It gives you thrill studying journey, its open up your current eyes about the thing in which happened in the
world which is possibly can be happened around you. Y ou can easily bring everywhere like in playground,
café, or even in your way home by train. If you are having difficulties in bringing the paper book maybe the
form of An Intelligent Customer Complaint Management System with Application to the Transport and
Logistics Industry (Springer Theses) in e-book can be your alternate.

Kathy Woodwar d:

Reading a publication can be one of alot of task that everyone in the world likes. Do you like reading book
consequently. There are alot of reasons why people enjoyed. First reading a e-book will give you alot of
new facts. When you read a guide you will get new information due to the fact book is one of a number of
ways to share the information or even their idea. Second, looking at a book will make an individual more
imaginative. When you reading a book especially fictional works book the author will bring someone to
imagine the story how the characters do it anything. Third, you are able to share your knowledge to other
folks. When you read this An Intelligent Customer Complaint Management System with Application to the
Transport and Logistics Industry (Springer Theses), you may tells your family, friends as well as soon about
yours guide. Y our knowledge can inspire others, make them reading a book.

Gerald Chisholm:

Typically the book An Intelligent Customer Complaint Management System with Application to the
Transport and Logistics Industry (Springer Theses) has alot info on it. So when you check out this book you
can get alot of advantage. The book was written by the very famous author. This articles author makes some
research ahead of write this book. Thiskind of book very easy to read you can find the point easily after
reading this book.

Donna Feuerstein:

Y our reading sixth sense will not betray a person, why because this An Intelligent Customer Complaint
Management System with Application to the Transport and Logistics Industry (Springer Theses) book
written by well-known writer we are excited for well how to make book which can be understand by anyone



who €else read the book. Written inside good manner for you, leaking every ideas and writing skill only for
eliminate your current hunger then you still doubt An Intelligent Customer Complaint Management System
with Application to the Transport and Logistics Industry (Springer Theses) as good book not only by the
cover but also by the content. Thisis one book that can break don't determine book by its cover, so do you
still needing another sixth sense to pick this specific! ? Oh come on your looking at sixth sense already said
so why you have to listening to another sixth sense.
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