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When Difference Doesn’t Mean Different

AR

1 Baumgartner, Hans and Steenkamp, Jan-Benedict (2001), “Response styles
in marketing research: A cross-national investigation”, Journal of Marketing
Research, Vol. 38, No. 2, pp. 143-156

2 Ipsos’ CX KPI Global Benchmark Database, ‘CX Benchmark'’, includes data
from over 100 countries and more than 30 sectors. Both B2C and B2B
experiences are covered, across a range of channels and touchpoints. Both
CX relationship and transactional programme data are included, gathered via
various methodologies. Satisfaction, recommendation and the Forces of CX
are included in the database. Data is collected on an ongoing basis, and is
available to all Ipsos teams for use - please get in touch with your local Ipsos
CX contact if you have benchmarking requirements. The data presented here
was collected from July 2020 to June 2025. All data used is in line with the
terms and conditions agreed between Ipsos and its clients, and all figures
are aggregated (i.e. no individual client data is accessible without being
aggregated with other scores and no data is identifiable).

3 Ipsos’ BVC Database is a dynamic resource offering valuable insights and
benchmarks for thought leadership and brand health analysis. Spanning
over 46,000 runs and encompassing data from 143 countries and 38.6 million
interviews, it covers more than 140,000 brands across 175 cateqgories. This
extensive repository provides pivotal benchmarks that allow for robust
comparisons of brand performance against category expectations on
metrics including Brand Desire, Salience, Brand Performance.

4 Ipsos Karian and Box's Employee Experience Database, Jan 2023 to July
2024. The data presented in this report represents responses to the question
“| feel proud to work for [company]. This database represents the views of
2.8 million employees over 100 employers across 118 countries and is updated
on an ongoing basis. This database contains expansive employee experience
data on a range of topics including Engagement, speak up, psychological
safety, and internal communications best practice to allow for robust
benchmark comparisons in employee experience.

5 For more information please see

https.{huuuu ‘pSOS Com{en{g Obal‘t[ends_:Z“:Zél

6 Please note that as CX Benchmark has grown organically out of the available

studies across Ipsos, not all markets are consistently present across every
metric or sector.
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7 These approaches have been particularly developed for the service
sector related to attitudinal rating scale questions. For Consumer
Packaged Goods, other normalisation adjustment alternatives are
available, and your Ipsos contact will be happy to discuss them.
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1 The Employee Customer Ripple Effect | Ipsos

2 The Advocacy Ripple Effect | Ipsos

3 Al and the Future of CX | Ipsos

4 CX Global Insights 2025: Unlocking the Future of

Customer Experience | Ipsos

5 Empowering People Teams; Navigating 2025 and beyond | Ipsos
wfl = =

HEHMIBE

1 Global Voices of Experience 2023 [ Webinar recording]

- 2026 Recording Coming Soon!

RS H {thHHEA

1 The Experience Perspective | Ipsos
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