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https://www.ipsos.com/en/webinar-recording-ipsos-cx-global-voices-2022

2 MRIRRETR IR I R R R SR AR B0 B th R fr 2 R O A e IRRESHEEEHERMFARE - BEEERRENTE
20%
'S e
. ¢ BREE @ BT el
° ¢ B
16% € TEIMEER
Y
i e "
B 14% L Lk =22
3
E 199 BER AT e
&= ¢ =i O "ERER HeESE +6% +3% +3%
10% P |
8%
5.2 5.4 5.6 5.8 6.0 6.2 6.4 :
BEE (Fi(E) :
\/

BHIAE  Ipsos R&D ()

2 A ESG MIUFEE +8pts

BTYHARESNEEREZS B REWESRET  SEERSHSRE

MBEEREA S THREHRET  HEEE OIS BREE CX Foues ~

A EBIR E HREVRE - RRERFOHEE  ATHRRE RS RiEREE RA® ARERE
—EED  EHHABESREEESE

HE-MRELEBI > ROSEBE  mEAwE -

BEEITE EBITH B EHENTE
77 o FFIERAFARAE ROCX (BREREE:

BENE) EARERITASEE  HE :

BRI RE N AR M AR :

Egggﬂ%ﬁ?%%{t o Tt >

ST > SHERERY RIS EESH
(FE A _E R IR 58518 B EhEi2 shFf PR{ER A
RS BT e S ENREETIS o

B JE © Ipsos R&D (2 [H])

6 IPSOSVIEWS | EERBEES R A ESG » 58 {CRER RAA I At Bk pE ERE SR PRl A ESG » s8{CRAZS AR At ERMETBYSE | IPSOS VIEWS



ST

EREFEREETEA ESG

78 EEEE ESG AGELUIREREZRF > MU AREEAGERMABTRBRREIEAESR

REERE

1. BB SR

MRGRERAERVRE - FRETBERE
B~ IERFEMBAEIREES ESG B
ER BGHEURRZREPREAmME > m
FIAEIFHBEREIES - UL TBRVE
BfRIEEZE (Hygiene factors) ° 2Ff B k&
#HEZMEN > BELREEL RIFFMEN
Bt > MIFREEIERS | BER N IERES

ESG 755 AJ AR AR 73 m i A& GE R — BB 70 o
m i AGE R B BIE B EA B NTHES -
UK EERRNEmEREE o BLEK
iR RIS HBENRRER T
fr @ o EmEFRRABRAMZEA
BE O RESBEZHFLSEENRH -
HPIVHAEET » ERERERE—EEE
ZEHIR EI% HEEBRIES !

IPSOS VIEWS | EE = A= 5 HRAA ESG » s8{CRER RA{A L At ERET AV SR

el

*gﬁmmi S

.ff*ﬁ@ BEE > BESEZEE
2| FEERHNLE - Y9

o MEHRENEE REEEE)
o HEHRMNTS (R ER)

MR EEERERRHER{CREAE
B HEEREGEEIBERENRRL
BERFEATE o HMIEEIKFAZ Global CX
Voices HBRfR - HIRREEERBERIES
ZHENEEREASETENEERETR

(47%) o ERILMNBRKEAER > @
EEZEEBUNAIBIRAR  EEEMN
BT EEAISIE o

3. 1§ ESG iFHE
MREEEREER

#T¥ ESG 28 > TRMAFBREATIERRE
BRE MR A EENIRERN o EIt » MR
WA e 50 B RS B bR 8V E G/ AR TS5 48 R
(FRZEBRFEEER) @ EmEEEYF
AT P BE 2 BE B i I B R Ath PRV KR o B
mhR %O EFFAETTRY ARRAKGE » AT LIGEHER
FREBRREERR - LLHMBREZ - BEEEE
Bt (BEER) WREEREEERRLEN -

EEEREER PRl A ESG » s8{CRER BAANL 2t R 89S | IPSOS VIEWS

9



BAIREHERHREN—BARLERT tIRIZEIEARNE RS > HHEE
ZRARBHENKEAEHHEEREEM EERTANZEZRENMEMUL
BERRENTE - ERER > EmEE
B (ROEmR) —BREMEERE > LEEH

& 4 FJ A ZE B R = RS SR IR A RS M M K SRRV EE 151

CAEE S
o« BUTRHEERA
o RUBRIRIRAEMRE

o H¥IFENRE 0 EHERER LR
HERHE

HiEHEE (D20)
. EBRIERAR
. TEWES

|
o BOBERHE 3
IR1TE :

o RMERFILNRSEIARP RS
- BEENEE
o RMETMEE

BSERE (FLES)
SRR ttﬁﬁﬂﬂ!

IR EARRAN S RERE - =5
HHBERERTANTE
EBENMEBUL - u_ﬁ

-

\]

N

10 IPSOSVIEWS | B REEEHRY A ESG > 38 {bRER BRI At IR IS



et KRR EEF A

RS EREABENTE REARABH AFMEA BEEKRR > AU ESGC FENEAME
P EREBHEETE - R T B> CEFESHEREHEERE
RENREERRBEZEIHEERT S48 ESC RMAH PR BERS > 1M
EBNREEEER - B8R ERMBRSE CX HEERETIRRMEAS  UBLE
Service Design BYARFEAZA (40 CX Journey LENEREERM% o

Mapping) AEEIBNE 378 st ohikEpE R Ae
% LRREERMNBERS - @Y

BB SRR
CX Service Design FIARFEAA
(%0 CX Journey Mapping)

RER BN EATERETEL
CUERRERSEE © LUm e
EEBHHEERT - )

12 IPSOS VIEWS | EERB2EE R R0 A ESG » 58 CRER RAANL A Bk a9E

BRI

ESG migF R AR mEZ O EmREHEERM - ZBBRTREEMHEEREMIEX
A2 BRI R R RRIRS

215 ESG 1ERMBEE IR EME (ROCX!: ESG) BIAB RETHIE A ESG RS & i (E 243 38
—TRENSE o

CX Service Design f# AR5 RIARFFAZE (40 CX Journey) REdf KB SHERARBRZRR
o BIEERNEE  NEERMALFRIEBBIEEETANE | EMBETEEER
mhEHBENER - BREEREENE > RREEAS NSRRI PRI ERINERS
IE— (BB R R REAIARIK

7 i AU CX Maturity Assessment B A S B £ F A EBEFRERAE » 8325 ESG
FAAREESH « BETCHEMNEERAELLE » UHHXSHAHETEHEE o

5 58 ~ hIKEAEER

o
o

(i)
A$
RU—EBMATHILE -
EEEAMAER R

@i

®R Ik
RIEERN 1E—@
e S ES KB T BIR K

EEEREEE PRI A ESG » s81CRER BRI A3t EK ¥ 8955 | IPSOS VIEWS 13



14

FIE {6 21 5

FORCES
CUSTOMER
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The Forces of Customer Experience — The science Bridging the Brand Experience Gap — How to

of strong relationships in challenging times align brand promise and customer experience
https://www.ipsos.com/en-uk/forces-customer-  for business success.
experience https://www.ipsos.com/en/bridging-brand-

experience-gap

CX Service Design — Designing experiences that The Key To Your CX Success — Finding the right
create emotional attachment and drive brand growth  customer experience KPI for your business
https://www.ipsos.com/en/ipsos-views-cx- https://www.ipsos.com/en/key-your-cx-Success

service-design

FIE (e U

Customer Perspective  CUStomer Perspective:
(IR ROl = e An Ipsos podcast
https://www.ipsos.com/
'» en/customer-perspective-

podcast-about-cx-and-
mg channel-performance

People, Planet, Prosperity
https://www.ipsos.com/en/

listen—people—planet—

(
' prosperity—ipsos—esg—
podcast
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