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HEDEA|Ee| X TN ZHO™X| = (Customer Journey Map)
( J@I I )
0000
» . Q000 0000 :
—_— TTR X]—""—'-" %E;ﬁ-a ...O ...O ...O ...O _\./_
ool . O eCool eCeol eCee s
oo|o 0000 CO000
il T Ao A Qeee
HHSE FINANCIAL ADVISOR BRSE L L .O
=X|C1A HHEMM SIPN RS et fX-54
H3BIAL TR AH|K} (Awareness) (Consideration) (Decision) (Service) (Loyalty)
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= Mol 80X 2] oj2iE E

47.5

38.7

37.6

67.8

S0 gt

32.2

m 05 Z0] A

(EH2l: %)

7 E9d ojgi22 FEk Consumer Decision Journey
(T2l %)
Store/agent/dealer interactions
Word-of-mouth
Consumer-driven marketing — Onli_ne research_ )

Offline and/or print reviews
Past experience
H H Traditional advertising
Direct marketing 5
. . Company-driven marketing — Sponsorship -
9|
0f2

o
10

In-store product experience
I"E oo ME BX —.} | LHQ' OlaH I"EEMH Salesperson contact

o2z OdE

Initial- Clusure
conslderatlun eualuatmn

00z mEHE aHY
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1. REAY &8 s 201 9141, ESG, 7|=ZlE

2. X|&7ts8 Gt

The impetus to reinvent is intensifying

Question: Please indicate the extent to which the following factors have driven/will drive
changes to the way your company creates, delivers and captures value in the last five
years/next three years.

(Showing only ‘to a large extent” and ‘to a very large extent’ responses)

Last five years [Next three years

Technological change
Change in customer preferences
Government regulation
Competitor actions

Climate change

Supply chain instability

Demographic shifts

Source: PwC's 27th Annual Global CEO Survey
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