
 

BOCCONI UNIVERSITY AND AMPLIFON TOGETHER TO INNOVATE 

CUSTOMER EXPERIENCE WITH ARTIFICIAL INTELLIGENCE  

THE AMPLIFON CHAIR IN CUSTOMER SCIENCE, TO BE HELD BY GAIA RUBERA, HAS BEEN LAUNCHED 

AND WILL USE TEXTUAL ANALYSIS, COMPUTER VISION AND AUDIO ANALYTICS TECHNIQUES TO CREATE 

A UNIQUE CONSUMER EXPERIENCE, AT THE FOREFRONT OF OMNICHANNEL MARKETING. 

 

Milan, 18 February 2021 – Amplifon and Bocconi University have signed an agreement to institute the Amplifon 
Chair in Customer Science, born from the collaboration between the global leader in the retail hearing care market 
and Bocconi, which aims to deepen the understanding of the customer purchasing process and loyalty using the 
most advanced computer science and artificial intelligence tools.   

The Chair, which will be inaugurated in the academic year 2021-2022, will be held by Gaia Rubera, a scholar who 
worked at Michigan State University and the University of Southern California before returning to Italy to join 
Bocconi, where she is Head of the Marketing Department and teaches courses in Innovation and Marketing 
Analytics, Deep Learning for Computer Vision e Social Media Marketing. 

The Chair calls for an intense program of research and initiatives which will involve students in educational 
challenges that will put them in direct contact with the company.  

The Amplifon Chair in Customer Science’s research program aims to deepen the understanding of the customer 
through the use of artificial intelligence techniques. “The developments in computer science”, explains 
Gaia Rubera, “allow us to use many different channels, like a post on Twitter, an image on Instagram or the call 
to a call center, to transform the conversations customers have with the company into data.  The artificial 
intelligence technologies make sense of this data, reading the signals that help to understand how the consumer 
will respond to the company’s actions and identifying the most effective strategies to create a higher value not 
only for the brand, but also for the customer”.  

If, at the beginning of the last decade, the most developed tools for this purpose involved textual analysis, used 
to interpret social media posts, and, in the fast few years, computer vision, used to analyze images, the new 
frontier that Rubera intends to explore involves audio analytics. They make it possible, for example, to identify 
and match non-verbal behavioral cues of a call center operator, like the speed of presentation, the tone or the 
use of sighs and pauses, with the customer’s reply.  

“We are grateful to Amplifon”, states Gianmario Verona, Rector of Bocconi, “for making it possible for us to 
intensify our activities in advanced fields like computer science and artificial intelligence, which Bocconi has 
invested in considerably over the past few years, first by bringing talented, young academics like Gaia Rubera on 
board, then by developing new and advanced study programs like the three-year undergraduate degree in 
Economics, Management and Computer Science and Mathematical and Computing Sciences for Artificial 
Intelligence or the Master of Science in Data Science and Business Analytics”.  

“We are very proud to be starting this journey with Bocconi University”, Enrico Vita, Amplifon’s CEO 
commented. “The deep understanding of our customers, of their needs and their buying experiences is crucial to 
our future development strategies.  Toward this end, in Amplifon we believe that leveraging on the talents of the 
future is key and we are very enthusiastic about joining forces with this global Italian excellence with a long-term 
partnership, which testifies to the Group’s commitment to and focus on the education of younger generations”, 
Enrico Vita concluded.   

Amplifon 

Amplifon, global leader in the hearing care retail market, empowers people to rediscover all the emotions of sound. Amplifon’s some 17,000 people worldwide 
strive every day to understand the unique needs of every customer, delivering exclusive, innovative and highly personalized products and services, to ensure 
everyone the very best solution and an outstanding experience. The Group operates through a network of around 11,000 points of sale in 28 Countries and 5 
continents. More information about the Group is available at: www.amplifon.com/corporate.  

https://www.unibocconi.eu/wps/wcm/connect/bocconi/sitopubblico_en/navigation+tree/home/programs/bachelor+of+science/economics+management+and+computer+science
https://www.unibocconi.it/wps/wcm/connect/bocconi/sitopubblico_it/albero+di+navigazione/home/corsi+di+studio/lauree+triennali/mathematical+and+computing+sciences+for+artificial+intelligence/
https://www.unibocconi.it/wps/wcm/connect/bocconi/sitopubblico_it/albero+di+navigazione/home/corsi+di+studio/lauree+triennali/mathematical+and+computing+sciences+for+artificial+intelligence/
https://www.unibocconi.it/wps/wcm/connect/bocconi/sitopubblico_it/albero+di+navigazione/home/corsi+di+studio/lauree+magistrali/data+science+and+business+analytics/
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