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









        

  






       














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


 


    




          
      
       

     

   



 
   
       





 
 
 
 
    
        


    

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


        









        
        
   




  



        







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


     
      






  


    

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       

        

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




       



    
        
      


       


   

   

 

  











         



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      
  

     


         
 



          














 


 



        









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




         

        







 


 


   


     















   





51

       

      
       










     
    
 



    










       
         


    






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     






CoP

CSR Joint enterprise Mutual engagement Shared repertoire

Perspective taking ING DIRECT: �Hi 
Mirella, we are in 
contact with the 
colleagues of the 
client service. They 
call you asap� 

ING DIRECT: Hi 
Matilde, the answer 
is NO. We are aware 
of the inef ciencies 
that some of you are 
experiencing and that 
we are working to 
solve them�

ING�s client: 
passing 15th May, 
what are you going 
to do?? You have 
change the date! But 
don�t you say that 
�OUR CLIENTS 
ARE OUR BEST 
ADVERTISING�

Sustainable practices Ferrarelle: �We 
participate to 
VogliamoZERO, the 
UNICEF campaign. 
We will donate � 1 
to UNICEF for every 
new fan of the page. 
Share and invite your 
friends!�

ING DIRECT: �Since 
even companies 
have the setting 
DIARY - Timeline 
� on Facebook, you 
have the possibility 
to send private 
messages. However, 
you should not write 
THE CUSTOMER 
CODE OR OTHER 
DATA ACCESS to 
your accounts even in 
private message�

ING DIRECT: 
�Teaching the value 
of saving money 
to kids with a fun 
project: nurture 
your dream, by ING 
DIRECT�

Care taking Ferrarelle�s client: �I 
love Ferrarelle (�) 
thanks for helping 
me in solving such a 
dilemma!!!�

Ferrarelle: �Hi Mary, 
many celebrities have 
chosen to support 
the campaign of 
VogliamoZERO and 
have recorded their 
testimony (�) To tell 
the UNICEF project 
on this page, we 
decided to use their 
voices, too�

Ferrarelle�s 
employee: �Ferrarelle 
is my family. I was 
17 when I start to 
work here (�) I was 
very lucky to drink 
a healthy water and 
natural effervescent 
always 
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




 
  
   





      





     
     



  








CSR CoP

Dimensions Relative 
frequencies (f

r
)

Percentage 
frequencies (f

%
)

Dimensions Relative 
frequencies (f

r
)

Percentage
frequencies(f

%
)

Perspective 
taking

77 26.7 Joint enterprise 80 27.8

Care taking 88 30.6 Mutual 
engagement

134 46.5

Sustainable 
practice

123 42.7 Shared 
repertoire

74 25.7

2 (df =4) 20.81*

* Chi-square test statistically signi cant p < .01
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    








   








      


 




 

















 


     

 

      

 


     






      

       

      

  
 











 





55




   




















  
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


   


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







  




     


       

















    







 
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    





  









      
         

        











  





    


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






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
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
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
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
  
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

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

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