


Our people, who make our customers’ experience 
unique, every day.

WHO ARE WE LISTENING TO?

WHAT DO WE GIVE BACK?

An effective and competent organization 
that shares our values and our mission.

W E  A R E  VA LU I N G 
TA LE N T

PEOPLE EMPOWERMENT



4 .  P E O PLE  EMPOWE R ME NT

4.1 ATTRACTION AND RETENTION OF KEY 
RESOURCES

HR STRATEGY 

Amplifon firmly believes that its people, regardless of the specific role played within the organization, are the 
most important asset and key to business success. Attracting, developing and retaining the best talents is 
therefore essential to the Company’s sustainable growth.

The Sustainability Policy provides a high level of commitment with reference to “Attraction and retention of 
key resources” topic. Additionally, to implement such commitment Amplifon has adopted a global HR Stra-
tegy that defines objectives and guidelines relating to aspects linked to such topic. Indeed, in recent years the 
fast growth of the Company, both organically and through acquisitions, coupled with the desire to further 
strengthen its leadership position on the global hearing care market through technological innovation have 
made it necessary to define a global HR Strategy. The HR strategy helps the Company to address the chal-
lenges posed by an increasingly complex scenario and effectively contribute to the achievement of business 
targets, leveraging the professionalism and talent of all the people in whom the Company constantly invests. 
The HR strategy is based on the three pillars described below.

The Company’s HR organization is structured to be coherent with this strategy. The corporate Centers of 
Excellence (CoE) are responsible for developing strategies, processes, policies and tools based on cutting-
edge practices, providing end-to-end solutions to meet the various business needs. The HR Business 
Partners (HRBP) collaborate with the Company’s leaders to drive business results through dedicated 
initiatives, ensuring deployment of HR processes and tools in the organization. More specifically, the 
regional/local HRBP are directly responsible for the resources within a specific region/country, regardless 
of the function to which the people belong, whilst the functional HRBP guide the HR agenda by 
department, ensuring consistency especially on talent management, organization design and functional 
competences. The Centers of Excellence and HRBPs interact constantly to guarantee the best support to 
the business and alignment with business targets at all organizational, functional and geographic levels. 
Finally, the People Services are dedicated to the employee experience and the perfect execution of all 
employee services.

HIGH PERFORMING
ORGANIZATION

PEOPLE
EXCELLENCE

WINNING
CULTURE

Highly effective & competent 
organization that consistently 

delivers results

Strong talent pipeline
to accelerate present and future 

business performance

Unique & distinctive 
identity to win in the 

market
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In 2019, several important activities with a strong Group-level impact took place within the scope of each 
pillar of the HR Strategy. With reference to the High Performing Organization pillar, the back-office was 
aligned with the organizational blueprint designed in 2018. In particular, an analysis was carried out ai-
ming at the precise identification of the responsibilities of the various roles and the set of skills and expe-
rience required to achieve roles of growing importance within the various corporate functions, outlining 
the ideal career path for success within the function. This activity promotes a common vision of Amplifon 
as “One Company” allowing employees to set goals, achieve corporate results faster, contribute to the 
overall performance of the business and drive the transformation of the Company while simultaneously 
increasing their skills and abilities, to support their professional path within the organization. Special fo-
cus has been put on the marketing area, where skills and hard innovation have emerged in recent years. 

Within the scope of the People Excellence pillar, Amplifon is committed to ensuring the integration of its 
Leadership Model within the organization, that is a system able to shape the processes of human resour-
ce management, from selection to development, and from introduction of new recruits to the training 
of people. The Amplifon Leadership Model consists of six key leadership skills, each broken down with 
respect to the organizational reference level. During 2019, several HR processes were relaunched, such 
as the Performance Development Review and the talent assessment, redesigned to reflect the corporate 
culture in everyday work. In addition, to complete the annual global mapping of the populations’ skills 
and talents, the establishment of succession plans for key Corporate and local roles was also performed 
in order to anticipate future needs through targeted action plans.

Finally, with reference to the third pillar of the HR Strategy, Winning Culture, a strong effort was made in 
2019 to establish a single strong Group identity – an identity of “One Company” – an issue of extreme 
importance for a company such as Amplifon, the growth of which depends largely on acquisitions. In the 
last two years, personnel have been involved in communication, engagement and change management 
activities to support the transformation and growth of the business. More specifically, an innovative 
change management program has been implemented in order to support the One Amplifon Transforma-
tion (see the explanation box for details). In addition, the new Employee Value Proposition was also laun-
ched, which describes the essence of Amplifon as an employer of choice (for more details see the section 
“Attracting valuable people”) and a new and unique Employee Engagement Survey was introduced.

1 AT  -  O N E  A MPL I FO N  TR AN S FO R M AT I O N

Since 2018, Amplifon has been engaged in a major global program - the One Amplifon Tran-
sformation - to standardize the operating model of all Countries where it operates, the finance, 
procurement and human capital management activities on the basis of three pillars: SIMPLIFY, 
INNOVATE and HARMONIZE. 1AT aims to simplify the way people work, harmonize opera-
tional processes within the Group and optimize decision-making through a single integrated 
global cloud platform. This project therefore envisages the total transformation of the major 
corporate back-office processes and systems: moving from many operating models to a glo-
bal transversal model, which frees up employees’ time, so they can work on activities with 
higher added value while automating the easier ones.

The first module to start at the end of 2019 was on human resources management. The newest 
module provides a strategic tool for a global approach to Amplifon employees, harmonizing 
the Performance and Talent process across all geographical areas and offering innovative digi-
tal support to HR and reporting processes, aligning the organization with the trends and best 
practices on the market.
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AMPLIFON PEOPLE

As at December 31st, 2019, Amplifon’s personnel is composed of 17,051 people (on payroll and not on payroll), 
up 20.1% from 2018. Of these, 10,995 are direct employees of Amplifon, a category that is also up 25.8%. The 
significant change from 2018 is due to the inclusion of the legal entities previously belonging to the GAES 
Group and the Chinese joint venture in the reporting perimeter.

In general terms, Amplifon’s employees are divided into two macro-categories: the field force, or the sales 
force that operates within the points of sale located throughout the territory, and the back office, which pri-
marily includes employees working in Marketing, IT, Finance, HR, Supply Chain, Legal, and Communication 
functions. The Company’s personnel not on payroll mostly include franchisees, agents and “autogestori”, while 
to a lesser extent they also include temporary workers and interns. Personnel not on payroll account for a 
significant proportion of the workforce of Americas, due to the fact that in the United States the Company 
operates through a franchising business model.  Hearing care professionals represent the largest personnel 
category, or 52.5% of the total workforce. 

AMPLIFON WORKFORCE :  KEY F IGURES
Workforce worldwide

EMEA13 AMERICAS APAC CORPORATE GROUP

2017 2018 2019 2017 2018 2019 2017 2018 2019 2017 2018 2019 2017 2018 2019

HA specialists 
(qualified by law/certified) 2,397 2,713 3,746 60 92 234 640 688 822 0 0 0 3,097 3,493 4,802

 HA specialists 
(apprentices or equivalent) 407 443 480 4 5 9 0 0 0 0 0 0 411 448 489

Other shop personnel 1,970 2,088 2,336 74 176 275 591 626 636 0 0 0 2,635 2,890 3,247

Area manager 162 164 219 17 18 20 57 58 46 0 0 0 236 240 285

Total field force 4,936 5,408 6,781 155 291 538 1,288 1,372 1,504 0 0 0 6,379 7,071 8,823

Executive - 0 0 - 1 1 - 1 1 - 8 10 - 10 12

Director - 54 71 - 9 20 - 19 28 - 28 32 - 110 151

Manager - 155 204 - 64 67 - 47 51 - 45 59 - 311 381

Professional - 727 925 - 100 217 - 368 437 - 40 49 - 1.235 1,628

Total support functions14 896 936 1,200 209 174 305 440 435 517 95 121 150 1,640 1,666 2,172

Total employees 5,832 6,344 7,981 364 465 843 1,728 1,807 2,021 95 121 150 8,019 8,737 10,995

12.  Data may differ from those indicated in the Consolidated Financial Statements as Otohub S.r.l. is not included in the scope of this Non-Financial Statement (for more   
details, please refer to the Note on methodology).

13.  Employees within the support functions for the centralized managements of EMEA region belong to the Corporate structure. 

14   The details of the support functions’ employee categories are only available since 2018, after a reclassifications occurred during the same year.

EMPLOYEES 12 BY PROFESS IONAL CATEGORY AND AREA

17,051
Total employees and workforce not on payroll

8,945
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Out of the 10,995 Amplifon employees at the end of 2019, 71.4% are women, in line with the end of 
2018. In particular, the percentage of women is higher among hearing care professionals and other 
shop personnel and they are progressively increasing at the top management level.

EMPLOYEES BY PROFESS IONAL CATEGORY AND GENDER

2017 2018 2019

Field force N. employees % N. employees % N. employees %

Totale field force 6,379 79.5% 7,071 80.9% 8,823 80.2%

Men 1,704 21.2% 1,831 21.0% 2,217 20.2%

Women 4,675 58.3% 5,240 60.0% 6,606 60.1%

HA specialists (qualified by law/certified) 3,097 38.6% 3,493 40.0% 4,802 43.7%

Men 1,173 14.6% 1,248 14.3% 1,557 14.2%

Women 1,924 24.0% 2,245 25.7% 3,245 29.5%

HA specialists (apprentices or equivalent) 411 5.1% 448 5.1% 489 4.4%

Men 153 1.9% 167 1.9% 182 1.7%

Women 258 3.2% 281 3.2% 307 2.8%

Other shop personnel 2,635 32.9% 2,890 33.1% 3,247 29.5%

Men 222 2.8% 264 3.0% 293 2.7%

Women 2,413 30.1% 2,626 30.1% 2,954 26.9%

Area managers 236 2.9% 240 2.7% 285 2.6%

Men 156 1.9% 152 1.7% 185 1.7%

Women 80 1.0% 88 1.0% 100 0.9%

2017 2018 2019

Total employees N. employees % N. employees % N. employees %

Total men 2,332 29.1% 2,492 28.5% 3,141 28.6%

Total women 5,687 70.9% 6,245 71.5% 7,854 71.4%

Totale employees 8,019 100% 8,737 100% 10,995 100%

2017 2018 2019

Support functions N. employees % N. employees % N. employees %

Total support functions 1,640 20.5% 1,666 19.1% 2,172 19.8%

Men 628 7.8% 661 7.6% 924 8.4%

Women 1,012 12.6% 1,005 11.5% 1,248 11.4%

Executives - - 10 0.1% 12 0.1%

Men - - 9 0.1% 11 0.1%

Women - - 1 0.0% 1 0.0%

Directors - - 110 1.3% 151 1.4%

Men - - 78 0.9% 107 1.0%

Women - - 32 0.4% 44 0.4%

Managers - - 311 3.6% 381 3.5%

Men - - 165 1.9% 196 1.8%

Women - - 146 1.7% 185 1.7%

Professionals - - 1,235 14.1% 1,628 14.8%

Men - - 409 4.7% 610 5.5%

Women - - 826 9.5% 1,018 9.3%

In terms of age, the 30-50 group makes up the majority of employees (55.4%). The under-30s and 
over-50s age groups account for 23.0% and 21.6%, respectively. The average age in the organization 
stands at 37.
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EMPLOYEES BY PROFESS IONAL CATEGORIES AND AGE

2017 2018 2019

Field force N. employees % N. employees % N. employees %

Totale field force 6,379 79.5% 7,071 80.9% 8,823 80.2%

<30 1,856 23.1% 1,944 22.3% 2,170 19.7%

30-50 3,278 40.9% 3,609 41.3% 4,782 43.5%

>50 1,245 15.5% 1,518 17.4% 1,871 17.0%

HA specialists (qualified by law/certified)) 3,097 38.6% 3,493 40.0% 4,802 43.7%

<30 1,061 13.2% 1,101 12.6% 1,341 12.2%

30-50 1,588 19.8% 1,848 21.2% 2,710 24.6%

>50 488 6.1% 544 6.2% 751 6.8%

HA Specialists (apprentices or equivalent) 411 5.1% 448 5.1% 489 4.4%

<30 278 3.5% 339 3.9% 342 3.1%

30-50 117 1.5% 94 1.1% 127 1.2%

>50 16 0.2% 15 0.2% 20 0.2%

Other shop personnel 2,635 32.9% 2,890 33.1% 3,247 29.5%

<30 499 6.2% 488 5.6% 479 4.4%

30-50 1,394 17.4% 1,496 17.1% 1,728 15.7%

>50 742 9.3% 906 10.4% 1,040 9.5%

Area managers 236 2.9% 240 2.7% 285 2.6%

<30 18 0.2% 16 0.2% 8 0.1%

30-50 179 2.2% 171 2.0% 217 2.0%

>50 39 0.5% 53 0.6% 60 0.5%

2017 2018 2019

Support functions N. employees % N. employees % N. employees %

Total support functions 1,640 20.5% 1,666 19.1% 2,172 19.8%

<30 338 4.2% 300 3.4% 362 3.3%

30-50 876 10.9% 976 11.2% 1,306 11.9%

>50 426 5.3% 390 4.5% 504 4.6%

Executives - - 10 0.1% 12 0.1%

<30 - - 0 0.0% 0 0.0%

30-50 - - 9 0.1% 10 0.1%

>50 - - 1 0.0% 2 0.0%

Directors - - 110 1.3% 151 1.4%

<30 - - 0 0.0% 0 0.0%

30-50 - - 84 1.0% 120 1.1%

>50 - - 26 0.3% 31 0.3%

Managers - - 311 3.6% 381 3.5%

<30 - - 8 0.1% 12 0.1%

30-50 - - 240 2.7% 291 2.6%

>50 - - 63 0.7% 78 0.7%

Professionals - - 1,235 14.1% 1,628 14.8%

<30 - - 292 3.3% 350 3.2%

30-50 - - 643 7.4% 885 8.0%

>50 - - 300 3.4% 393 3.6%

2017 2018 2019

Total employees N. employees % N. employees % N. employees %

Total <30 2,194 27.4% 2,244 25.7% 2,532 23.0%

Total 30-50 4,154 51.8% 4,585 52.5% 6,088 55.4%

Total >50 1,671 20.8% 1,908 21.8% 2,375 21.6%

Total employees 8,019 100% 8,737 100% 10,995 100.0%
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Amplifon is keen to ensure and strengthen job stability and to make long-term investments in hu-
man capital. To this end, 89.9% of employees have permanent contracts. The Company also aims to 
meet its employees’ personal needs by offering part-time work plans. In 2019, 29.2% of employees 
opted for this solution, slightly increasing compared to 2018.

EMPLOYEES BY TYPE OF CONTRACT OF EMPLOYMENT,  GENDER AND AREA

EMEA AMERICAS APAC CORPORATE GROUP

N. employees 2017 2018 2019 2017 2018 2019 2017 2018 2019 2017 2018 2019 2017 2018 2019

Permanent 
contract 5,131 5,598 7,018 361 464 841 1,702 1,759 1,878 93 119 149 7,287 7,940 9,886

Men 1,481 1,568 1,947 106 120 228 480 484 534 55 70 89 2,122 2,242 2,798

Women 3,650 4,030 5,071 255 344 613 1,222 1,275 1,344 38 49 60 5,165 5,698 7,088

Fixed term 
contract 701 746 963 3 1 2 26 48 143 2 2 1 732 797 1,109

Men 202 241 328 1 1 2 7 6 13 0 2 0 210 250 343

Women 499 505 635 2 0 0 19 42 130 2 0 1 522 547 766

Total employees 5,832 6,344 7,981 364 465 843 1,728 1,807 2,021 95 121 150 8,019 8,737 10,995
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EMPLOYEES BY TYPE OF EMPLOYMENT AND BY GENDER

N. employees 2017 2018 2019

Full-time 5,727 6,285 7,782

Men 2,059 2,242 2,726

Women 3,668 4,043 5,056

Part-time 2,292 2,452 3,213

Men 273 250 415

Women 2,019 2,202 2,798

Total employees 8,019 8,737 10,995

National and internal union relations are always positive and constructive and differ according to 
local regulations. Collective or equivalent employment contracts apply to all employees in France, 
Spain, Italy, Belgium and the Netherlands; these also partially apply to employees in Australia15 and 
Argentina. For the countries where there is no collective bargaining agreement in place, Amplifon 
establishes contract conditions directly with its employees, according to local best practices.

ATTRACTING VALUABLE PEOPLE 

Amplifon is committed to attracting people who believe in innovation and excellence and who are 
excited by the idea of working in a dynamic international environment. More specifically, as part of 
the People Excellence and Winning Culture pillars of the global HR strategy, Amplifon has developed 
a differentiated attraction and acquisition strategy for the two key populations, hearing care profes-
sionals and client advisors on the one hand, through whom Amplifon responds to the individual 
needs of its customers, and professionals and managers on the other, who allow the organization 
to develop and implement strategies for long-term growth. The goal of the attraction and acquisition 
strategy is to ensure a solid talent pipeline to support the future growth of the Company. For this 
reason, the strategy is defined at the Corporate level and is consequently implemented sequentially 
at local level to ensure a unique candidate experience in all the Countries where Amplifon operates.

With regard to attraction, the new Employee Value Proposition (EVP) was launched in 2019. The EVP 
describes Amplifon’s essence as an employer and how the Company chooses to present itself to 
potential candidates with the aim of attracting and inserting the best talented individuals who are 
able to embrace the Company’s values; it is a unique, real, and distinctive set of offerings and culture 
that represent Amplifon’s people and their aspirations. Arising from suggestions collected from em-
ployees through interviews, a global survey involving more than 4,000 people, workshops and focus 
groups, as well as from external research, it describes Amplifon and what it is like to work at Ampli-
fon. The “Make More Possible” employer brand line affirms that at Amplifon, it is possible to “achie-
ve more” for the growth of the business and for one’s personal and professional development. With 
regard to ambition, collaborative spirit and dedication, Amplifon is responding with more training 
hours, greater opportunities to be part of an international team and more dynamic career paths; it is 
a direct and courageous call to action, which is the essence of the Amplifon brand as an employer of 
choice: memorable, stimulating, and focused on the impact that Amplifon’s people have in the world 
through their work. Finally, a distinctive feature is the possibility of combining stimulating work with 
the purpose of improving people’s lives.

15. In Australia, collective or equivalent employment contracts apply only to call center personnel.
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The attraction and acquisition strategy is conveyed through both physical and digital channels, in 
parallel to what also takes place in line with the customer experience path. For physical meetings 
with potential candidates, Amplifon meets with talented individuals at the local level through Career 
Days, by collaborating with universities for the preparation of Amplifon case studies to be submit-
ted to students, by organizing dedicated workshops, by inviting university classes to its own HQ to 
introduce young people to corporate realities and by providing apprenticeships, internships and 
work/study programs in accordance with local regulations. More specifically, in 2019, in Italy alone, 
around 70 meetings were organized that were dedicated both to students of audiology as well as 
young people from other faculties interested in back office positions. Finally, special mention should 
be given to the  global partnership with AIESEC, the largest student association in the world that 
has a network of more than 100,000 students coming from more than 2,400 universities, and the 
partnerships with prestigious universities such as Bocconi University, the Politecnico of Milan, the 
Mip-Politecnico of Milan School of Management, LUISS Guido Carli, and, finally, Cattolica del Sacro 
Cuore university.

In 2019, digital channels and “careers” pages that are used to promote the attractiveness of the Com-
pany and the industry to young people were repositioned to align their visual identity and content 
with the new EVP. The channels and careers pages are a fundamental tool through which Amplifon 
promotes itself and proposes the Group’s career opportunities: the careers pages are therefore also 
the vehicle through which candidates submit their applications on the new global Career site. In 
2019, the 16 previously existing local Career sites were replaced by a single multinational, mul-
ti-brand and multilingual global platform that integrates the new EVP. The launch of the new global 
Career site is a further step toward creating a unique and compelling candidate experience around 
the world and increasingly affirming Amplifon’s position as an employer of choice.

2017 2018 2019

LinkedIn followers of Amplifon’s pages and Group brand ~30,000 ~50,000 ~70,000

Facebook fans of Careers and Group brands ~20,000 ~20,000 ~20,000
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INVESTING IN EXCELLENCE  

Amplifon dedicates considerable time and resources to training programs dedicated to its workfor-
ce, providing a wide range of learning and professional development opportunities to help employe-
es realize their full potential.

The Company offers ad hoc training and development programs, both at regional and national level, 
in addition to the global ones. In so doing, Amplifon is able to meet local needs and requirements 
while, at the same time, enabling employees to benefit from the best practices shared across its 
global network. The online and in- person courses it offers to its Field Force and back office, with the 
support of individual coaching and mentoring sessions, focus on the soft and hard skills required to 
succeed as well as on leadership and innovative business skills. These include being able to offer the 
best customer experience and all the skills defined by the Amplifon Leadership Model.

In 2019, Amplifon invested in more than 322,000 training hours provided to its employees, an incre-
ase of 21.2% compared to 2018. The increase is mainly due to two reasons: the inclusion within the 
reporting scope of the legal entities belonging to the GAES Group acquired in 2018 as well as the 
Chinese joint venture and, on the other, the intensive training activities dedicated to the hearing care 
professionals and shop personnel due to the launch of the Amplifon Product Experience in certain 
countries. The table below details the total training hours and average hours delivered to each em-
ployee by professional category during the year.

AVERAGE TRAIN ING HOURS PER EMPLOYEE BY PROFESS IONAL CATEGORY

2017 2018 2019

n. training hours Total 
training hours

Average 
training hours

Total 
training hours

Average 
training hours

Total 
training hours

Average 
training hours

HA specialists (qualified by law/certified) 128,859 41.6 112,005 32.1 156,919 32.7

HA specialists (apprentices or equivalent) 25,631 62.4 54,735 122.2 42,962 87.9

Other shop personnel 59,346 22.5 70,932 24.5 78,392 24.1

Area managers 8,482 35.9 8,542 35.6 6,480 22.7

Totale field force 222,318 34.9 246,213 34.8 284,753 32.3

Executives - - 160 16.0 195 16.3

Directors - - 1,672 15.2 2,547 16.9

Managers - - 5,224 16.8 7,293 19.1

Professionals - - 13,043 10.6 27,914 17.1

Total support functions 19,838 11.9 20,099 12.1 37,948 17.5

Total training hours to employees 242,156 30.2 266,313 30.5 322,701 29.3

Singapore data excluded.

It is estimated that training delivered to employees averages out at 30.2 hours and 29.0 hours re-
spectively per man and per woman16; in 2018 it was 31.8 and 29.9. Training hours delivered to the 
whole workforce, and therefore including workforce not on payroll, was around 390,000 in 2019, 
increasing compared to the 340,000 hours provided in 2018.

Amplifon pays particular attention to its network of hearing care professionals by training them in 
cutting-edge protocols and innovative tools. In 2019, all the Amplifon hearing care professionals 
(employees as well as personnel not on payroll belonging to the network of franchisees and ”auto-
gestori”) received a total of about 253,000 hours of training, or approximately 28.3 hours each, an 
increase in absolute terms but slightly lower in the average with respect to the 2018 (approximately 
220,000 hours of training corresponding to 28.5 hours for each hearing care professional).

16. Data per gender not available; thus, the average has been calculated based on the proportion men/women with respect to the total population.
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LEADERSH IP DEVELOPMENT PROGRAMS 
 
Amplifon is always keen to invest in the professional development of employees who demonstrate 
growth potential and the ability to cover key international positions. Amplifon offers a wide range of 
targeted training programs to these talented people, based on the position they hold, their seniority 
and their individual aspirations. 

In 2019, Amplifon revised the proposal of the various existing Leadership Programs, revising their 
content and format so that they would be in line with the new HR processes, the Leadership Model 
and the Amplifon Employee Experience. LEAD the Future, LEAD the Way and RIDE the Change were 
therefore launched in collaboration with leading training institutions. LEAD the Future is the pro-
gram for country General Managers as well as for the first CEO reporting line. It aims to consolidate 
a leadership vision and style to be shared amongst the key Group figures. On the other hand, the 
target of LEAD the Way includes country leadership teams and Corporate Directors with the aim 
of promoting strategic, cultural and leadership alignment. Finally, RIDE the Change is dedicated to 
young talented individuals employed in the back office and aims to enhance the culture of change 
and innovation through digital skills. In addition, the entire corporate population can access a cata-
logue of e-learning courses and local leadership courses are available.

2020 will see the introduction of a program dedicated to middle management to support the deve-
lopment of the skills of tomorrow’s leaders selected on a global scale. In 2019, the fourth edition of 
Amplifon Global Onboarding (aGO) was launched. This is a program that aims to support the most 
promising new employees to lay a solid foundation for a successful career through understanding 
of Amplifon’s strategy and its business model. Overall, the four Leadership Development programs 
that are currently active have a total of 107 participants in 2019.

R I D E  T H E  C H A N G E

Twenty-one young employees from eight different countries participated in the first edition 
of RIDE the Change. In October, participants entered a training path that covered digital 
issues ranging from collaboration between remote teams to digital reputation and influen-
cing. The whole event took place through a gamification platform. In November, the groups 
had to prepare proposals to introduce new innovative solutions in several areas of Ampli-
fon’s business and present their ideas to the other groups.

In the last part of the program, participants gathered in Dublin to attend a three-day event 
held at HubSpot, which was organized in collaboration with Digital Dictionary. The program, 
which was also focused on digital knowledge, included activities such as a hackathon and 
corporate visits to prestigious tech firms.

Thanks to such an intense and stimulating program, young talented individuals have been 
able to encounter new challenges and enhance their digital skills to apply them to their daily 
work and drive change in the Company.
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RECOGNITION AND REWARD 

• Amplifon knows reward and recognition are key to attracting and retaining the best talent and is 
strongly committed to valuing the outstanding efforts and achievements of its workforce and dri-
ving a culture of continuous feedback. The Company also believes in pay for performance and in 
recognizing premium contribution in delivering both results and customer care. That is why the 
Amplifon remuneration policy is:

•  closely focused and aligned to the Company’s strategy;
•  attractive, both globally and in local markets;
•  transparent and linear;
•  designed to motivate people to achieve their targets, which are always challenging, but fair and 

clearly communicated;
•  inclusive of fixed and short and long-term variable components.

CAREER DEVELOPMENT 
The experience offered by Amplifon must be unique for all resources. For this reason, the new people 
management program “You@Amplifon” was created, which supports employees in dealing with their 
various career path stages, including objectives, results, recognitions and assessment of achievements. 
You@Amplifon makes the rules of the game transparent to all employees, thus allowing them to play an 
active role. This allows an employee to set their own career path and internal mobility on a global scale, 
regulated by a Global Mobility policy that was formalized in 2019. 

Amplifon’s continued success depends on the ability of employees to maintain and drive the highest 
standards of performance in their roles, in line with business aims and objectives. Effective two-way 
communication with employees is key to creating a high-performance culture focused on identification 
of clear individual goals and a continuous performance management process. For this reason, employe-
es and managers are encouraged to meet regularly throughout the year to ensure continuous feedback, 
guidance, direction and recognition. Amplifon assesses performance using transparent criteria in rela-
tion to the achievement of the objectives set together with one’s manager and the continuous improve-
ment of the skills outlined by the Leadership Model.

2019 saw the conclusion of the implementation of the Performance Development Review process for the 
back offices in all countries, with the exception of the Latin America, China and with partial application 
to Amplifon Iberica, affected by integration activities during the year. The process was redesigned in 
2018 with the aim of ensuring the best employee experience across the Group. The Performance Deve-
lopment Review process is driven by a policy that was formalized at Group level and approved in July 
2019. To assist employees in understanding the new process and tools available for their development, 
training sessions have been organized starting already in 2018. More specifically, the training aimed, 
on the one hand, to provide directors and managers with a clear understanding of their role in people’s 
professional growth and, on the other, to provide professionals with strong awareness of the role they 
play in their own growth and development within Amplifon. In November 2018, a first training session 
was held to explain the main new features of the process, such as the impact of the integration of the 
Leadership Model, whilst the subsequent sessions have been devoted to explaining each key moment in 
the process when they occurred. The sessions organized in 2019 had as their focus, among other things, 
goal setting, the recognition system and feedback management during the assessment phase. Overall, 
more than 240 training sessions were held involving nearly 1,700 back office employees. Starting from 
2020, the global performance Development Review system will also be available to field force personnel.

The performance review that was carried out in 2019 with respect to the achievement of the goals establi-
shed in 2018 was affected by the implementation of the new process and by the introduction of the 
new IT support system: for these reasons, the new legal entities acquired at the end of 2018 are still in 
a transition phase and in 2019 did not take part in all or only partly took part in the performance review 
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process. Therefore, performance review data at Group level is lower than in previous years, as shown in 
the table below. In 2019, 73.0% of employees received a performance assessment, with regard to gender 
classification, 70.5% of women and 79.3% of men. It is expected that the process will be in full force by 
2020 (with the exclusion of any new acquisitions), net of those cases that normally tend to fall outside 
the process (employees on maternity /paternity leave and, in some countries, such as Germany, appren-
tice hearing care professionals are assessed by their respective educational institutions, rather than by 
Amplifon). 

P E R C E N T A G E  O F  E M P L O Y E E S  R E C E I V I N G  A  P E R F O R M A N C E  R E V I E W 1 7

2017 2018 2019

 N. employees % N. employees % N. employees %

HA specialists (qualified by law/certified) 3,036 98.0% 3,323 95.1% 3,272 68.1%

HA specialists (apprentices or equivalent) 186 45.3% 399 89.1% 231 47.2%

Other shop personnel 2,544 96.5% 2,765 95.7% 2,493 76.8%

Area managers 232 98.3% 227 94.6% 271 95.1%

Totale field force 5,998 94.0% 6,714 95.0% 6,267 71.0%

Executives - - 10 100.0% 11 91.7%

Directors - - 101 91.8% 124 82.1%

Managers - - 299 96.1% 321 84.3%

Professionals - - 1,174 95.1% 1,304 80.1%

Total Support functions 1,537 93.7% 1,584 95.1% 1,760 81.0%

Total employees 7,535 94.0% 8,298 95.0% 8,027 73.0%

Men 2,182 93.6% 2,403 96.4% 2,492 79.3%

Women 5,353 94.1% 5,895 94.4% 5,535 70.5%

Singapore data excluded.

AMPLIFON STOCK GRANT PLANS 
Within the scope of its remuneration policy, Amplifon provides a stock-based incentive system in order 
to align the interests of management with those of shareholders and to reward its human capital. 

Until 2018, the Company allocated rights to receive shares under the “New Performance Stock Grant 
Plan 2014-2021.” This plan included allocations not only to top managers, but to selected employees 
and hearing care professionals from all over the world who had performed best during the year. The 
following table summarizes the number of people who received grants under this plan in 2017 and 2018.

2017 2018

Executive & senior managers 30 27

IKM18 35 41

Talents19 42 20

Sales manager & HA specialists 374 406

Total 481 494

In 2019 Amplifon introduced the new “Stock Grant Plan 2019-2025” incentive system. This plan provides 
for two categories of beneficiaries:
• Long-Term Incentive Plan (LTI) beneficiaries: this cluster includes managers who cover Group’s key posi-

tions at global, regional and local levels, identified by virtue of the band to which the organizational position 
belongs, within the scope of the Amplifon banding system.  

• Amplifon Extraordinary Award Plan (AEA) beneficiaries: this cluster includes selected employees who are 
identified from year to year according to a retention, promotability and extraordinary recognition logic.

The following table summarizes the number of people who received grants under this plan in 2019.

17   Performance review is carried out based on the results reached in the previous year and consequently related figures are reported with the reporting period of this Non-
financial statement.

18   IKMs (International Key Managers) cover around 100 similar positions in terms of business impact and international perimeter, and support the development and imple-
mentation of the Group strategic plans.

19   Talents are those individuals identified as such by means of the Group Talent Review process.
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2019

LTI beneficiaries 58

AEA beneficiaries 38

Total 96

BENEF ITS 
Amplifon guarantees its employees around the world a customized benefit package based on regulatory 
requirements and market best practices of each of the countries in which it operates. Every year the em-
ployee benefits offer is improved with the purpose, on the one hand, of exceeding local and international 
compliance requirements, positioning Amplifon as a fair employer for its people; on the other hand, 
employee benefits are considered a key lever in the Company’s Total Reward Strategy, which is essential 
for increasing the ability to attract and retain talents.

For example, the flexible benefit program offered to Amplifon S.p.A.’s employees, which entails the assi-
gnment to each employee of an amount of points to be used to purchase goods and services from a wide 
selection (education, entertainment, personal services, etc.). In the US, Amplifon offers all permanent 
employees employed for at least 20 hours a week an Employee Benefits Policy which includes health 
insurance, additional cover for dental, eye and ear, nose and throat care, a flexible spending account to 
cover additional care costs of the person, life insurance, coverage of transportation costs to reach the 
company headquarters, an integrative pension plan and a psychological counselling service.

CHARLES HOLLAND AWARD 
 Amplifon recognizes outstanding performance not just of individuals 
but also store teams. Every year, Amplifon defines a number of prizes 
to be awarded at global level and divides them by country on the basis 
of local business scale. Amplifon’s 5,000+ stores (including direct stores 
and the Miracle-Ear network) are then rigorously assessed and the best 
50 stores across the Company worldwide are rewarded with the Charles 
Holland Award, the Company’s highest recognition for excellence in sto-
re performance.

The prize is named after Amplifon’s founder and, since its introduction, hundreds of stores have been 
awarded the prestigious trophy and have also been congratulated by the top management of the Com-
pany, in special international events held either in Milan (for the winners in EMEA and Americas) or 

Australia (for those based in the APAC region).

4.2 EMPLOYEES HEALTH AND SAFETY
Amplifon is committed to providing all employees with a safe workplace and views occupational health 
and safety as an essential component in fostering people’s overall wellbeing. As Amplifon’s business 
involves a low risk of injuries at work and considering the tools and procedures implemented to comply 
with local and regional regulations, to date Amplifon has not considered it necessary to formalize global 
policies on health and safety. Furthermore, the Code of Ethics promotes a culture of safety in the wor-
kplace. As stated above, a management system for health and safety at work has not been implemented 
at Group level, although specific organizational models have been set up in many countries in response 
to national safety regulations or standards. Employee health and safety is managed at operative level by 
local HR functions, in some cases with the support of external specialists.

50 best stores
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Although there is no global management system in place, Amplifon adopts local processes to identify ri-
sks to employees’ health and safety, in accordance with current regulations. The risks determined in this 
type of analysis mainly relate to the activities carried out within the shops and offices including secon-
dary activities such as maintenance, and they are related to ergonomic aspects, handling of instruments, 
falling/slipping, electrical risk, fire and work-related stress. In the event of an accident at work, depending 
on the severity of the event, proper investigations are put in place with a view to identifying the cause 
and suitable precautions are taken to prevent such situations in the future.

In 2019 there were 103 injuries, of which only one was classified as serious (that is, such as to cause a 
long-term absence from work). It should be noted that the 103 injuries also include minor accidents, such 
as minor falls due to slipping or superficial cuts with office materials, which generally did not lead to sick 
days. No fatalities were recorded. As can be seen from the table below, the frequency rate of total wor-
k-related injuries is increasing due to the joint effect of the increase in the number of work-related inju-
ries, also due to the expansion of the reporting scope, and a less proportional increase in hours worked. 
On the other hand, the frequency of high-consequence work-related-injuries has decreased as a result 
of the reduction in the number of injuries falling within this category and the increase in hours worked.

WORK-RELATED INJURY RATES

 2017 2018 2019

Number of high-consequence work-related injuries 1 3 1

Number of recordable work-related injuries 37 32 103

Total worked hours 12,965,720 13,874,309 16,795,749

Rate of high-consequence work-related injuries 0.08 0.22 0.06

Rate of recordable work-related injuries 2.85 2.31 6.13

Singapore data excluded. For details on how the rates are calculated, please refer to the Note on methodology.

In 2019, seven cases of work-related ill health were recorded (in 2018 they were five). Considering the exten-
sion of the reporting scope, this figure can be considered as stable. The cases recorded are mainly connected 
with employees suffering from work-related stress disorders.

In addition to monitoring work-related injuries and ill health, Amplifon guarantees training to its employees 
on health and safety at work, as envisaged by legislation. Training content mainly includes a description of the 
risks in the workplace, the specific safety procedures, acknowledgement of national regulations and the roles 
and responsibilities defined within the organization.

Finally, in some countries, Amplifon offers its employees special agreements granting access to private spe-
cialized medical services, as well as personal health promotion programs (for example, in Australia, Amplifon 
provides information initiatives against smoking, whereas in the US it gives advice on correct nutrition) and 
additional insurance directly included in the employment contract, in some cases, or available on demand at 
special rates.
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