


Our customers, placing their needs at the 
very core of what we do.

WHO ARE WE LISTENING TO?

WHAT DO WE GIVE BACK?

Personalized experiences that make it possible to 
rediscover all the emotions of sound.

W E  A R E  C R E AT I N G 
S O LU T I O N S  F O R 
E X T R AO R D I N A RY 
E X P E R I E N C E S

PRODUCT & SERVICE STEWARDSHIP



3 .  PRO D U CT  E  S E RV I C E 
STEWARDS H I P

3.1 PRODUCT AND SERVICE INNOVATION, 
QUALITY AND CUSTOMIZATION 

Amplifon aims at transforming the hearing care retail market through the development of innovative 
solutions and personalized experiences empowering people to rediscover all the emotions of sounds. 

Amplifon recognizes that it plays an important role in society, which stems from ongoing research for the 
best solutions for everyone’s hearing, and is confirmed by the daily relationship with the people and the 
communities in which it operates. This is why the entire journey with customers is based on a solid, long-
term relationship with Amplifon’s hearing care specialists. It first begins at the hearing test and selection 
of the most suitable hearing solution. It is then reinforced by regular appointments when the hearing aid 
is adjusted to the customer’s personal preferences and lifestyle. Finally, it continues over time thanks to 
the innovative Amplifon Product Experience.

The Amplifon Product Experience includes the Amplifon product line and the Amplifon multichannel 
ecosystem and focuses on people and their needs. The synergy between Amplifon product line and its 
multichannel ecosystem has made it possible to collect and analyze the usage data of customized devi-
ces, customers’ feedback and needs, as well as clinical data, and to use them to offer a unique, distin-
ctive and excellent service and experience. In fact, Amplifon, whose data constitutes its main asset, has 
experienced a profound transformation aimed at collecting, enriching and using the data of millions of 
consumers around the world. The efficient application of data and digitalization is realized through digital 
marketing, excellent digital properties, SEO strategies and significant investments in paid media, made 
more and more effective by the amount of data collected and processed through a Data Management 
Platform. In addition, they are essential to providing the best experience through the real time CRM, via 
the digital App and ecosystem, which accompany customers throughout their journey.
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AMPLIFON PRODUCT LINE
 
The Amplifon Product Line (APL) is the first key element of Amplifon’s technological innovation pro-
gram. The APL consists of four product families, each meeting specific customer requirements, and 
was developed in collaboration with four of the largest hearing aid manufacturers, in order to select 
the best technologies available on the market and integrate them into the experience offered to the 
customer, thereby increasing satisfaction.

  
AMPLI - EASY
 The ampli-easy product family is powerful, practical, affordable and 
easy to use. For everyday life, having a giggle with friends, walking 
in the park, or watching a good film.

AMPLI -MIN I
 The ampli-mini devices are extremely discreet and almost invisible 
thanks to miniaturized technology. Perfect for those who seek a discreet 
solution and want to feel elegant without compromising on comfort. 
 

AMPLI -CONNECT
 The ampli-connect product family connects directly to your TV, 
smartphone and sound system. They automatically recognize the 
environment and the microphones point towards the direction of 
the sound. They also connect to the Amplifon App via Bluetooth.

AMPLI - ENERGY
 The ampli-energy devices are a perfect combination of practicality 
and style. No more changing batteries, the devices can be recharged 
using a charger and have up to 30 hours of battery life.

At the end of 2019, the adoption rate of the APL in Italy was equal to more than 90% of sales7, with con-
nectivity and aesthetics being the preferred customer features. During the second quarter of 2019, the 
APL was launched in the Netherlands and in selected stores in Germany, while the roll-out in France and 
Australia took place in the third quarter. In the United States only the App was launched in July, to com-
plete the offer of products that were already Miracle-Ear branded.  The APL penetration rate varies from 
country to country depending on the specific situation and market structure. In fact, the APL’s goal is to 
support the growth of the private and “paid-up” market through premium positioning and, therefore, as 
is currently the case in Italy, the APL will cover, in most cases, the private market rather than the social 

market. 

7.  Social market excluded.
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AMPLIFON MULTICHANNEL ECOSYSTEM

The second key element of the Amplifon Product Experience is the Amplifon multichannel ecosy-
stem, which redefines the Amplifon experience throughout the customer journey (and therefore not 
only in the shop). Through its App, that represents the first touchpoint of the ecosystem, Amplifon 
provides customers with new differentiated and high added value services such as “find the nearest 
shop”, “book an appointment”, in addition to the remote control and the “Companion”8.  The Ampli-
fon Companion is an exclusive and customized service that guides consumers in order to maximize 
the effectiveness of their hearing solution, with personalized tips throughout the entire journey.

Moreover, the Amplifon App represents an enormous potential in terms of data: Amplifon can ac-
cess information on the use of hearing aids and take advantage of it to create an increasingly per-
sonalized experience. At the end of 2019, the total penetration rate9 of the App is approximately 15% 
for the countries in scope.

Thanks to data collected in stores and from the virtual experience and by leveraging on an advan-
ced data management system, Amplifon is able to build a map of behavior, purchase choices and 
to even estimate trends that may develop. This map guides the Company in the direction chosen by 
the customer, making their experience even more personalized and meaningful. This will naturally 
develop into a real e-health platform that will connect hearing care specialists to customers to carry 
out virtual appointments and remote fine-tuning of their hearing aids.

AMPLIFON 360

Amplifon’s business model is based on listening to customers and understanding their needs in or-
der to customize hearing solutions to their lifestyle, hearing profile, the sounds they hear every day 
and their aesthetic preferences. The Company offers exclusive, all-round, highly customized hearing 
care solutions and services, guiding people throughout their journey to rediscover all the emotions 
of sound. All along this journey, hearing care professionals are key figures, highly qualified and up 
to date on the most avant-garde technology, who carefully listen to, engage in dialogue with and 
accompany people on their journey to rediscovering a full hearing experience.

8.   For further details, see the section “Product and service availability”.
9.   Defined as the ratio between the number of users who actively use the App and the number of compatible hearing solutions sold.
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Amplifon is able to establish a close collaboration between the hearing care specialist and every 
single individual thanks to Amplifon 36010, an innovative and exclusive protocol developed by the 
Company to assess the quality of hearing using state of the art methods and instruments. Made pos-
sible by key investments in innovative services, user-friendly technologies, which includes cutting 
edge instruments, and customer-oriented research, this experience increases customer involvement 
in the hearing assessment process, improving the analysis of each person’s needs and lifestyle.

The path leading to the selection of a particular hearing solution is explained to customers on a 
step-by- step basis, supported by a front office IT system with a video interface shared by both the 
customer and the hearing care professional. The IT system and application protocol have been desi-
gned by Amplifon for two specific reasons:

1. to facilitate hearing care professionals in gaining a thorough comprehension of each customer’s 
hearing needs;

2. to allow customers to understand the results of the various tests performed and, thus, their own 
hearing needs.

By following the new structured service protocol, and by drawing on their solid technical know-how 
and advanced communication skills, hearing care professionals ensure that people are confident 
about their selection of the most suitable solution and proceed to the purchase.

In 2019, the Amplifon 360 protocol obtained the approval of the Società Italiana di Audiologia e 
Foniatria (SIAF) (Italian Society of Audiology and Phoniatrics). The Italian experts have emphasized 
the benefits both for those who live with hearing loss and for health professionals. SIAF’s approval 
follows the recent obtaining of the Italian patent, which certified Amplifon 360’s uniqueness and in-
novation and demonstrated that the protocol constitutes an important evolution of the hearing aid 
fitting. The Amplifon 360 protocol focuses on the person so that the hearing solution best suited to 
each person’s needs and lifestyle can be selected.

AMPLIFON 360 JOURNEY

1   IDENTIFYING NEEDS
The hearing care professional identifies people’s hearing needs, passions and habits by working 
together to create a personal profile through a simple yet effective interview.

2   ASSESS ING PERCEPTION
Through targeted questions, the hearing care professional understands how each person perceives 
the quality of their own hearing in different environments and in different situations.

3   360-DEGREE HEARING TEST
Thanks to advanced equipment and Amplifon’s hearing care specialists’ training, it is possible to car-
ry out a full, in-depth check-up free of charge through a series of physical tests to evaluate the quality 
of hearing, noise tolerance, as well as word comprehension in quiet and in noisy environments.

4   SHARING RESULTS
After collecting all the necessary information, the results of the various tests are gathered together 
and compared with the person’s initial perceptions in full transparency.

10.   Present in most of the Countries where Amplifon operates.
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5   PERSONALIZED SOLUTIONS
Amplifon’s experts suggest the most suitable solution. This is when the fitting takes place and the 
device is adjusted using computerized systems to bridge the gap towards the hearing profile outli-
ned by the tests. 

During the 30-day free trial period10, intermediate checks and hearing aid adjustments are carried out 
to perfect the selected solution. The Amplifon App11 is a valid ally when adopting the solution as it 
provides personalized daily assistance.

6   FOLLOW-UP & CONTINUOUS SUPPORT
Amplifon experts are always available to discuss the benefits obtained and the level of satisfaction 
with customers.

A successful journey is also the result of optimizing hearing aid settings. Amplifon 360, in fact, in-
cludes free assistance for an unlimited period of time, with periodic meetings to check, adjust and 
clean the devices. Each person lives in a real, protected ecosystem in which they can feel at ease and 
benefit from continuous support, also making use of the data and feedback from the Amplifon App.

7   REPURCHAS ING
Hearing aids last four to five years on average. After this period, people are naturally keen to conti-
nue the relationship of trust established with Amplifon, repeating all the previous stages.

CUSTOMER SATISFACTION

Customer satisfaction is one of the pillars of Amplifon’s business model. Thanks to the constant 
investment in the selection and training of hearing care professionals and to the implementation of 
increasingly sophisticated protocols, communication, marketing and Customer Relationship Mana-
gement systems, Amplifon is able to provide its customers with a vast range of innovative solutions, 
the highest professionalism and, therefore, a particularly positive experience.

To better understand customer expectations, and thus deliver an even more satisfying level of servi-
ce, Amplifon has been working on a unique method to collect and manage customer feedback. This 
includes the development of a structured and standardized customer satisfaction survey in all key 
countries in which the Company operates, so that results are accurate and comparable.

The survey allows Amplifon to assess the satisfaction at five milestones along the customer journey: 
the first touchpoint, the purchase, the follow-up phase, the potential decision not to order or to buy 
and the entire after care phase. The survey is managed through several channels: paper questionnai-
re, call centers, e-mail and SMS.

Respondents are asked to use a 0-10-point scale to rate their overall customer experience with re-
gard to the shop, services, client advisor, hearing care professional and, lastly, the product. The 
scale indicates the probability of recommending Amplifon to friends and relatives (international Net 
Promoter Score or NPS method).

In 2018, Amplifon launched a pilot project in Germany to measure customer satisfaction and the 
experience level offered. The new program, designed on a customer-centric basis, aims to conduct 
a more in-depth customer satisfaction analysis and in line with global best practices in terms of cu-
stomer experience measurement.  The goal is to go beyond simple NPS measurement by also taking 
into consideration customer’s emotions, and thus observe different parameters in the various tou-

11.   Multichannel ecosystem currently available in Italy, Germany, France, Australia, the Netherlands and the US.
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chpoints along the customer journey. These insights, integrated with customer relationship analy-
sis and management tools, will therefore enable this feedback to be leveraged in order to further 
improve the service and experience offered. This first pilot was successful and allowed Amplifon to 
refine the contact methodology and results management, so that in 2019 the program was extended 
to Italy and France and roll-out will continue in other key markets in 2020 and in the years to come. 
To support the achievement of the program’s goals, Amplifon began to adopt an experience mana-
gement technological platform that is among the most advanced and widespread on the market, 
considered as the leader in the main reports of industry analysts.

To guarantee a global and unique reading of customer satisfaction, the customer feedback from 
the markets covered by the new program has been supplemented  and standardized in line with 
the feedback from the markets that make use of the former measurement program, which will be 
migrated to the new platform in the coming years. Therefore, the results and the performance along 
the customer journey confirm the outcome of the previous years, i.e., a great level of satisfaction 
with the experience by Amplifon’s customers, including in relation to other industry benchmarks. 
In addition, this level of satisfaction is consistent at a global level, which is a positive indicator of 
the Company’s efforts and investments to ensure a specific standard of service and experience to 
current and potential customers across different markets. 

C HA MP I O N S  O F  S E RV I C E

In 2019, for the fifth year in a row, Amplifon was awarded the 
“Gold Seal for Service” in the hearing centers category, coming 
first in the ranking “Best in Italy - Champions of Service”, with 
a Service Experience Score nine percentage points higher than 
industry average. The “Best in Italy – Champions of Service” 
survey, conducted by the German Institute for Quality and Fi-
nance in partnership with Goethe University in Frankfurt, is ba-
sed on the assessment of around 230,000 consumers’ opinions 
regarding more than 1,200 companies in Italy across 150 diffe-
rent sectors. The survey, which reached its sixth edition in 2019, 
represents the largest study in customer service in the country.

For the third consecutive year, Bay Audiology has won the Qua-
lity Service Award granted by Reader’s Digest in the “Hearing Services” category. Market rese-
arch is conducted by an independent agency that examines a representative sample of 1,500 
New Zealanders, who must name a service provider for each category in which they have used 
at least one service. Respondents are then asked to classify their experience on listed compa-
nies based on customization, understanding of needs, simplicity and satisfaction.

In Spain, Amplifon won the award “Elegido Servicio de Atención al Cliente del año” according 
to a methodology that combines the mystery shopper technique and satisfaction surveys while 
Minisom in Portugal was awarded “Marca de Confiança” for four consecutive years by readers 
of Reader’s Digest.
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3.2 PRODUCT AND SERVICE AVAILABILITY

In addition to being fully committed to delivering the best service, Amplifon is also deeply engaged 
in helping people with hearing loss and their families overcome the obstacles that prevent them 
from seeking expert advice or help for their hearing. That is why Amplifon invests in expanding its di-
stribution network, that allows the Company to be always close to people with hearing loss, making 
it easier for everyone, including people with reduced mobility, to reach out to quality hearing care. 
Starting from January 1st, 2019, the Company included the GAES Group, acquired in 2018, within 
its consolidation scope. This led to the addition of almost 600 stores to its distribution network, of 
which 500 are in Spain and the remaining 100 are in Latin American countries where Amplifon was 
previously not present (Argentina, Ecuador, Chile, Panama, Colombia and Mexico). Additionally, 
Amplifon is now present in China with about 45 points of sale. The Chinese market, in particular, 
represents a considerable opportunity to the Company, as it is a market characterized by low pene-
tration that has a significant customer segment driven by service quality. In addition, Amplifon is 
seeking to reach people with hearing loss in rural areas, where population density is lower, through 
the shop-in-shops and corners, namely spaces that are managed directly by Amplifon, but placed in 
third party points of sale, such as pharmacies, opticians and medical clinics; in the main countries 
in which it operates, the Company also makes home visits to customers with impaired mobility who 
cannot physically come to a store.

Even though innovation allows new channels to be exploited to offer high added value services to 
customers, stores continue to be a significant component of the customer journey.  For this reason, 
Amplifon places much importance on the experience in the store. For example, store windows and 
store interiors are designed to reduce as much as possible the anxiety elements that are typically 
associated with medical experiences, trying to put the customer at ease, with a resulting positi-
ve impact on accessibility. In this regard, in 2019 Amplifon started a project to analyze customers’ 
in-store experience and draw insights on the areas the customer interacts with the most, to develop 
improvement actions. 

On the other hand, digital communication channels are increasingly gaining prominence for Am-
plifon, which constantly seeks to involve influencers in addition to customers. Amplifon and other 
brands are now present on several digital channels:  web, social media and mobile. To support the 
digital marketing strategy, a new cloud platform was adopted in 2019 that links online with offline 
experiences. The new platform allows for integrated interfacing with websites, apps, email, SMS, 
call centers and in-store interactions. At a global level, traffic on consumer sites in 2019 increased by 
+62% compared to the previous year. 
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Just as Amplifon’s consumer websites allow customers and potential customers to easily use 
services such as the store locator, online booking of in-store appointments and online hearing 
tests, the Amplifon App also offers, in addition to these, a series of high added value services that 
enable customers to optimize the potential of their hearing solution and improve their experience. 
In particular, the App allows users to adjust the volume, change and customize programs, read the 
real time usage statistics of the hearing aid and use the advantages provided by the “Companion”, a 
service developed by Amplifon which provides regular suggestions to customers on how to best use 
their hearing solution based on usage information and a proprietary artificial intelligence algorithm. 
During 2019, usability and accessibility were further improved with the introduction of embedded 
videos within the app and intuitive short-cuts and the calculation of the statistics of hearing aid usa-
ge was improved. In addition, one can now update the firmware of compatible hearing aid devices 
without visiting a store and reduce wind and noise interference.

3.3 CUSTOMER SAFETY

Amplifon continuously interacts with its stakeholders to guarantee and further improve customer 
safety in order to prevent any potential damage to clients, from the fitting phase to the daily use of 
the hearing aid, and to ensure full compliance with product and labeling regulatory requirements. 
Through industry associations, Amplifon’s Regulatory Affairs Function is in contact with lawmakers, 
health agencies, and professional scientific bodies around the world, with the purpose of supporting 
customer safety and to ensure access to a quality audiological service. In addition to this, in 2019, 
Amplifon became part of the EHIMA – European Hearing Instrument Manufacturers Association, the 
aim of which is to monitor and promote uniform European-level regulations and procedures relating 
to the manufacturing of hearing aids and to guarantee that these regulations are updated in line 
with commercial and industrial developments, while always maintaining close relationships with 
consumers. Amplifon has not adopted a formalized customer safety policy at Group level because 
the mechanisms and procedures that are in place ensure efficient monitoring of this matter. 

PRODUCT SAFETY

As far as product safety is concerned, hearing aids manufacturers guarantee products are manu-
factured in compliance with all applicable directives, laws and regulations pertaining to the Coun-
tries where sales occur. They are also responsible for the multitude of tests to which hearing aids, as 
medical devices, are subject to, and which guarantee users’ safety. Moreover, Amplifon provides a 
manual containing the safety instructions for the product’s utilization and handling for each product 
category. All products have clear safety instruction and labeling on the package.

If there are concerns regarding the safety of hearing devices or related products sold in Amplifon 
stores, the Company requires suppliers to perform further analyses and can request third-party la-
boratories to assess the safety of products along with other technological or manufacturing issues. 
If, following these analyses, Amplifon customers’ health and safety cannot be fully assured, the 
supplier is immediately asked to take action, as required by law.

Note that Amplifon has adopted a set of procedures that are necessary to comply with the New 
Medical Device Regulation (EU) 2017/745 (MDR), repealing Directive 93/42/EEC (MDD) that entered 
into force on May 25th, 2017, with a final deadline for full application from May 26th, 2020. The new 
regulation introduces obligations for the various economic players active in the medical device 
industry. More specifically for Amplifon, which is a distributor, the regulation has no substantial 
impact other than that of ensuring product traceability and that storage and transport are carried 
out in accordance with the conditions established by hearing aid manufacturers. This results in 
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having in place a series of procedures for managing relevant activities, such as complaint handling, 
labeling, and product recall and data management. To guarantee compliance with these procedures 
and the conditions that will be determined with the hearing aids manufacturers through Quality 
Agreements, a contact person has been appointed in each European country who is responsible 
for the supervision of the related activities, in time for the effective application of the Regulation. In 
2019, Amplifon has already carried out training in most of the European countries involved regarding 
the procedures in question, which will be implemented in each country concerned by May 2020.

SERVICE SAFETY

With regard to the service offered, in order to avoid risks to customers’ safety that may occur in the 
fitting phase, Amplifon employs highly qualified hearing aid professionals and strongly invests in 
their training. In addition to that, all machinery and equipment that could have a potential impact 
on customer safety are subject to planned maintenance protocols with timing and methods defined 
by the manufacturers. The Company also has insurance in place for the rare instances in which inci-
dents might occur.

The Amplifon App deserves a special mention as it was developed internally and the Company is 
directly responsible for it in terms of safety and quality. The Amplifon App has been awarded the 
CE mark and is consequently distributed in EU Countries as a medical device. The same Miracle-Ear 
branded App also got FDA approval to be launched in the US in 2019. To obtain the CE mark, Ampli-
fon adapted its Quality Management System and satisfied the requirements of ISO 13485:2016. This 
entailed the adoption of a series of operational procedures, some of which aim at preventing and 
managing incidents. These include:

•  “Standard Operating Procedures Advisory Notice and Recall”, to provide instructions on the use 
and recall of medical devices;

•  “Standard Operating Procedures Customer Feedback and Complaint Handling”, for the manage-
ment of feedback and complaints related to digital services;

•  “Standard Operating Procedures Vigilance and Incident Reporting”, to assess whether the malfun-
ctions of medical devices need to be reported to the Competent Authority;

•  “Standard Operating Procedure Corrective Action and Preventive Action Management”, for the 
action management aimed at solving the problem and preventing it from recurring in the future.

Processes and suppliers involved in the development of the App were subject to an audit by a third 
party, which consequently confirmed their compliance with ISO 13485:2016. The certifying body also 
conducts annual audits in order to periodically verify the processes.

Lastly, as envisaged by the “Design and Development” procedure, the Amplifon App is subject to 
risk assessment to be conducted any time a new version of the App is released. Risk assessment 
consists of an evaluation of the risks for users resulting from the use of the App and certifies that 
there are no health and safety risks for the customer.

In recent years, the Company has not reported any case of product recall or non-compliance with re-
gulations and voluntary codes concerning the safety of products and services offered. Only in 2017, 
two additional anomalies were reported with regard to the batteries used in the hearing aids purcha-
sed with respect to those indicated in 2016. As a result of these anomalies, the Company conducted 
further checks and investigations that confirmed the battery safety. 
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3.4 CUSTOMER PRIVACY AND DATA PROTECTION

Protecting customers’ personal data is essential for maintaining trust, particularly as people grow incre-
asingly concerned about their privacy and the security of their personal data. Factors that could poten-
tially lead to information being lost or deleted or getting into the wrong hands include cyber threats and 
human error.

Amplifon has equipped itself, both at corporate and store level, with a series of management tools ai-
med at applying national regulation requirements regarding personal data protection in all countries of 
operation. The Legal Affairs function provides the necessary support to the entire Group in case of regu-
latory changes. What happened in 2017 is an example of this: the above-mentioned function supported 
the local management in the path towards compliance with the new EU Regulation 2016/679, namely 
the General Data Protection Regulation (GDPR), whose objective is to strengthen and harmonize data 
protection for all individuals within the European Union by introducing new provisions. In 2017, Amplifon 
carried out an analysis of compliance with both the EU Regulation and the local regulatory requirements 
on privacy, and defined a remediation plan to achieve full compliance with the Regulation. As a result, in 
2018 the various necessary technical-organizational measures were implemented.

With regard to the App, consent for the processing of data for marketing and profiling purposes was 
updated in compliance with regulations, and the user can withdraw such consent at any time. For the 
launch of the Amplifon App in the United States, where the current regulations regarding personal data 
protection are different, Amplifon has been supported by professional consultants in the industry in or-
der for the App to comply with the provisions of the Health Insurance Portability and Accountability Act.

Amplifon’s hearing care professionals and shop personnel are trained to always handle sensitive data 
with special care and, in accordance with Amplifon’s Code of Ethics, all information and data acquired 
or processed by employees in the course of their work cannot be divulged or used for other purposes.

Amplifon invests continuously in cyber security in order to protect the vast amount of sensitive customer 
information. The Company is adopting the main solutions and cloud applications for data management, 
while ensuring high performance and the highest levels of security available on the market. Amplifon 
has also selected a leading provider of cyber security, which manages security alerts in real time 24 
hours a day every day of the year. In case of detection, a team of specialists takes action to block attack 
or intrusion attempts by following specific procedures, in order to avoid any risk of loss or theft of sen-
sitive corporate and customer data. During 2019, the protection of all Amplifon personnel’s computers 
was further enhanced by the introduction of advanced threat control tools that exploit artificial intelli-
gence technologies; the incoming email control system of all employee personnel was also improved to 
prevent phishing attack attempts. Finally, multi-factor authentication (MFA) has been enabled to access 
back-office applications and systems, to be completed in 2020. Also in 2020, all employees will receive 
cyber security training to increase awareness of cyber risks and threats.

Amplifon’s strong internal culture ensures employees understand the critical nature of privacy and se-
curity risks and are aware of how to manage them. Policies that regulate the correct use of IT systems 
by employees are also in place. For instance, the Company has implemented a “Responsible use of IT” 
policy that establishes specific standards for the use of IT systems and related equipment in order to en-
sure the highest level of security and protection of confidential data. The policy has been distributed to all 
General Managers, executives and employees in the various countries, and published on the Company 
Intranet.
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To ensure the reliability of information provided online, Amplifon has implemented systems that send 
an alert in case of unauthorized access to the Company’s pages on the main social networks. Every quar-
ter, Amplifon distributes to the Leadership Team an IT security bulletin concerning threats and malware 
events, which summarizes the efficiency of its IT security systems.

In the 2016-2018 three-year period, there were no complaints about breaches of customer privacy re-
ported by control and external bodies. The Company’s prevention systems have operated successfully, 
ensuring the protection level required. The majority of malware attacks were blocked, with the exception 
of an isolated event involving Miracle-Ear in 2017, which however did not have any noteworthy adverse 
consequences. In 2018, there was a minor event in the Netherlands (a pc stolen from a store) which, de-
spite its minor degree, required the activation of the procedure envisaged by the GDPR. This event did 
not have any relevant effects. No incidents were reported in 2019. Note that during 2020, disk encryption 
will be activated, especially for portable PCs, to protect against data theft in case of theft or loss of cor-
porate devices.
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