
CAS E  ST U DY 

H o w  S a m s o n i t e  m a i n t a i n s  t h e i r 
c o m m i t m e n t  t o  c u s t o m e r s  i n  a 
d i g i t a l  a g e .

http://tangiblee.com


   
 Revenue Per Visitor

 3x
 

 
Higher conversion rate when 

using Tangiblee

Known for over 100 years of   
uncompromising qual i ty,  Samsonite is 
a global  icon in luggage design. The 
company seeks to f i t  the f ierce l i festyle 
demands of business professionals, 
placing an emphasis on durabi l i ty and 
customer sat isfact ion.

S U M M A RY

H o w  S a m s o n i t e  m a i n t a i n s  t h e i r  c o m m i t m e n t  t o 
c u s t o m e r s  i n  a  d i g i t a l  a g e .

Samsonite’s commitment to i ts 
customers was put to the test  on i ts 
US eCommerce store.  Customers 
had diff iculty determining the true 
s ize and shape of products through 
images alone. This uncertainty 
resulted in fewer conversions, 
more customer service cal ls ,  and 
even a higher rate of product 
returns.  Customers were unsure 
of which pieces of luggage were 
permissible for carry-on as each 
air l ine’s pol icy di ffers.  In order to 
solve this  problem, Samsonite’s 
VP of eCommerce, Jay Nigrel l i , 
turned to Tangiblee.

“We needed to 

address this growing 

customer concern 

surrounding airline 

carry-on restrictions. 

A week after our first 

discussion, Tangiblee 

had a scalable solution 

ready to implement. ”

J AY  N I G R E L L I ,  V P  o f  e C O M M E R C E

 2.2x
 

http://tangiblee.com


 c a s e  s t u d y

As a SaaS service for onl ine retai lers, 
Tangiblee is  famil iar  with complex product-
to-customer related problems. As such, the 
team quickly created a customized feature 
specif ic  for Samsonite & Samsonite’s 
customers that could be implemented 
across al l  of  the relevant SKUs on their 
website.

E N T E R  TA N G I B L E E

The Air l ine Carry-on Comparison Feature that Tangiblee created for Samsonite al lows 
customers to quickly & easi ly compare a piece of luggage against a l ist  of  carry-on 
pol ic ies for domestic & internat ional  a i r l ine carr iers and ver i fy i f  that piece of luggage 
would f i t  given the selected air l ine’s carry-on restr ict ions.  In addit ion, customers can 
compare luggage to a human-scale model that could be adjusted in height & body 
s ize to ver i fy just  how tal l  or  large a piece of luggage might be in real  l i fe. 

http://tangiblee.com


“Tangiblee 

understood the 

problem and 

customized a feature 

that specifically 

addressed customer 

needs.” 

This air l ine feature -  in addit ion to the other interact ive,  comparat ive features of 
Tangiblee’s service -  direct ly addressed Samsonite’s customer concerns regarding 
carry-on pol ic ies which,  in doing so, direct ly impacted Samsonite’s key conversion 
metr ics. 

When asked about what he most appreciates in the partnership,  Nigrel l i  stressed 
the importance of Tangiblee’s low-fr ict ion, seamless integrat ion. “There was l i t t le 
to no work required on our end. Tangiblee quickly handled near ly everything and, 
even better,  any changes to our website or products are automatical ly updated as 
the technology adapts with our product catalog and s i te. . .” 

http://tangiblee.com
https://tangiblee.com/get-demo/

