


Samsonite’s new  
business model runs on 
APEX 
Samsonite turned a project for SAS into a complete new line 
of business. In close collaboration with iAdvise, the airline 
used Oracle APEX to develop Bagsupport. Everybody wins 
using that new application: the airline reduces the costs of 
replacing damaged suitcases and travel bags, customers 
benefit from better service and Samsonite tapped into a 
new sales channel. 

Samsonite is world leader in the travel 
luggage market. The company started 
its activities in 1910 in Denver, Colorado. 
Today, it is a worldwide brand with 
15,000 employees. Samsonite operates 
production sites in Belgium, Hungary 
and India. The company is renowned as 
an innovative market leader and trend-
setter. Among other things, Samso-
nite is famous for the development of 
Curv, a material that revolutionized the 
production of travel luggage. In Europe, 
Samsonite manages direct distribu-
tion in 19 countries, next to its colla-
boration with 26 distributors and 8,500 
points of sale, Samsonite shops, retailers 
and a web shop. Samsonite’s world-
wide IT environment is standardized on 
SAP, combined with several peripheral 
systems, including quite a lot of Oracle 
APEX applications.

New luggage 
service
“We received a request to start a project 
for SAS”, said Jouric Van Veerdeghem, 
Business Objects Global Team Lead at 
Samsonite. 
That project is Bagsupport. “With the 
application, we handle all claims about 
damaged travel luggage for SAS in 
Denmark, Sweden and Norway. On top 
of that, we were also asked to supply 
luggage sets to the entire SAS crew in 
those countries.” When an SAS custo-
mer’s travel luggage is damaged during 
a flight to Denmark, Sweden or Norway, 
Samsonite steps in. “The customer 
can file a damage claim at the airport. 
Eight airports in Denmark, Sweden and 



Norway hold a supply of Samsonite suit-
cases and travel bags. In those airports, 
the customer is offered the possibility to 
exchange damaged travel luggage for 
brand new Samsonite products.” 

“During the  
development 

of Bagsupport, 
there was a clear 

emphasis on 
usability,  

flexibility and 
speed. Based 

on our previous 
experience, it 
made sense to 

reaffirm our 
choice for the 
combination 

of iAdvise and 
Oracle APEX.”

At other airports, the customer can file a 
damage claim at the SAS desk or online. 
In those cases, the Bagsupport contact 
center – located at Samsonite’s Swedish 
office – gets in touch with the customer. 
“The contact center offers a suitable 
solution, depending on the nature of the 
damage”, Van Veerdeghem explained. “In 
some cases, the customer receives a new 
travel bag or a voucher he can spend in 
our boutiques or online shop. In other 
cases, we offer to repair the damage.” 
Each year, Samsonite handles more than 
15,000 claims on behalf of SAS. Sams-
onite also takes care of supplying SAS’s 
entire Scandinavian crew with Samsonite 
luggage sets.
“The crew has 9,000 employees. Depen-
ding on their profile, the crew members 
are offered two to five suitcases and 
travel bags. The employees pick up their 
sets at one of the Samsonite boutiques at 
the airports.”

Jouric Van Veerdeghem
Business Objects Global Team 



Managing the 
entire process
The service Samsonite is offering through 
Bagsupport is based on an application 
that communicates with several of SAS’s 
corporate systems.
At the heart is WorldTracer, the airline 
software SAS uses to register the claims. 
Other applications involved include 
the Samsonite web shop – running on 
Salesforce.com – where customers go to 
spend their vouchers. 
Whenever a crew member picks up a 
luggage set, Bagsupport notifies SAS’s 
HR system. “These examples show that 
we needed a backoffice application that 
can find its way through all of these 
processes”, Van Veerdeghem continued. 
“Contact center employees consult 
claims on their desktops. 
Employees at the boutiques need to 
have access to claims on tablets. The 
airports handling supplies of Samsonite 
suitcases and travel bags need to be able 

to register who they deliver products to. 
And let’s not forget the public website, 
where customers file their claims.”

Five months
All processes lead to Samsonite’s central 
SAP system. Operational reporting is 
generated in SAP Business Objects, 
using data from the SAP Business Ware-
house and the Bagsupport database. 
The actual reports are sent back to 
WorldTracer at SAS. 
“We needed to come up with a solu-
tion for Bagsupport very quickly. That’s 
why we chose to go for a tailor-made 
solution using Oracle APEX. In recent 
years, we gained quite a lot of experi-
ence developing smaller solutions in 
APEX and built a strong relationship with 
iAdvise in doing so. In other words, when 
we decided to support Bagsupport with 
the combination of APEX and iAdvise, 
we knew exactly what we got ourselves 
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into and what we could expect.” Sams-
onite set up an agile development path. 
Thanks to their close collaboration, 
Samsonite and iAdvise delivered the 
application in just five months. A year 
after its launch, the application was 
upgraded to optimize its performance 
and now fits SAS’s processes even better.

New model
Following that first year at SAS, Sams-
onite realized how it had turned Bags-
upport into a profitable business model. 
Reason enough for the company to 
further broaden the solution and offer it 
as a service to other airlines. 
“We are ready to get started with Bags-
upport version 2”, said Van Veerdeghem. 
“And once again, we team up with 
iAdvise.” The project is perfectly tailored 

to Samsonite’s evolution. 
The company reinvents itself as a 
full-service supplier for the airline busi-
ness, tapping into a new sales channel. 
For the airlines as well, this is new 
ground. “The airline now has one partner 
for the entire damaged luggage process”, 
Van Veerdeghem concluded. “Rationali-
zing that process results in cost reduc-
tion and more cost control, a better view 
on the process, and – ultimately – a 
higher level of customer service.”



Nem alis placi 
sed minullat quam, ute a nonsedipsam re ata velit 
harci bea voluptati seditatur moluptio dolupta dolupta 
tumquatecate sitis et faceratatem archillorum veligentore 
ped quia volupti bustis sa dolliquas quodi 

sendelendis 
quam
sed minullat quam, ute a nonsedipsam 
re ata velit harci bea voluptati seditatur 
moluptio dolupta dolupta tumquate-
cate sitis et faceratatem archillorum 
veligentore ped quia volupti bustis sa 
dolliquas quodi conestem fugia nos nat 
eum fuga. Nemquis voluptate nobistiis 
ut qui aliquo de plam et aut mo volorum 
ipidebis a comnihil is eumque eatur, 
cone volupit re optatin conseque ate 
occatem faccum facessit hillat.
Us quam quas delestio eveles autem et 
exerumqui apis moloriaes id et, occum 
remollent officti onsequae volor sequi 
ut ut que viti officil mosam, simusdae 
none veles sunt rem. Ut ommolut 
officae dolore, que lam cus earchit 
quatet et aliquas necabor aut officipsam 
et landaec tiataque rerum quunti aut 
volecer ferupie nisquia alique re cum 
invel enimperum re reptia provide 
sequunt, aut aliqui beaqui vendis ut 
maxim quaes voluptios vel earum la qui 
niandun danderat.

“Ficatem poreri-
busdam ius porerio. Ut 
eiumque doluptisque 

voluptatur?”

Maximinverit iur aut molorem vendem 
qui berum quatemp oresero desedi ut 
voluptus evenita comnis auta volore 
nonsent ratum vere la num dolorum 
lamusci mporuptatur re nonseni enes-
ciam ex et excepudi autem quam fa-
cerspe re doluptatia aliquam qui sum 
eicid qui doluptate ommo volorpos si 
unt int ommolut voleseque magniste 
duciet moluptatem voluptae dolorer 
ovitis sitatur saecte odi conesti aliquiae 
volupture, sit mo berciumquam que 
prereperissi tempore pellam hitias aut 
voluptatius net rem eum andio quam ut 
parumquam, odi ullent laciaecus volor-
ro dolum et qui doluptur modi undi 
blam si te quuntur?
Caturi omnisi odignam quo erio berions 
equiam, que audiciis este nectur ad ut 
autem si debitissedi di tem quas eaquas 
molorendem. Nam qui commos volu-
picae volorest, conem reniendis vere 
qui idit rem erumqui repedi officiet eost 

Antwerpen
 

Veldkant 33b
2550 Kontich

België

Breda
Neerloopweg 36

4814 RS Breda
Nederland

Amsterdam
Evert van Beekstraat 1-76

1118 CL Schiphol
Nederland

+32 (0)3 451 93 28
+31 (0)76 711 54 00

info@iadvise.eu


