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The era of disruption we are entering is launching new challenges to society: digitization, the mobile market, the revolution 
of the Internet of Things and Big Data. 

The passion and enthusiasm of the people we selected will enable us to better respond to these new challenges. While we 
search for the right solutions, we will never abandon our respect for the social, environmental and economic principles we 
believe in, imagining a future where our children can live well. A sustainable enterprise is the only possible way of doing 
business, an approach that has assured us a steady growth over the last 11 years.

Yet even this isn’t enough. 
The ability to anticipate change and decode it has become a necessary condition for seizing new opportunities today more 
than ever and being truly competitive in the marketplace. This explains why we have to work on developing new products 
and services every day. We have to be able to radically rethink our business model and have the courage to experiment and 
innovate without letting the fear of losing our balance hold us back.
And in the midst of this constant metamorphosis, our team’s ideas can and must contaminate every aspect of our business 
like a virus. I would like to see this passion emboldened in each of us as a sacred fire of innovation, as an irrepressible, 
creative and positive push to transform our work and transform ourselves, and be an active and constructive part of change.
We need to choose whether we watch the world change or participate in that change.

  

Diane Laschet
Country Manager AirPlus International Italy

The world is changing at an 
unprecedented rate. 

#Disruption          #Experiment          #LookBeyond

“Failure is
an option here.

If things
are not failing,

you are not
innovating
enough.”

Elon Musk
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Risparimo

Controllo

Trasparenza

Conto Digitale Trasferte

When it comes to payments and travel expense 
management, we are the experts you can trust. Our 
products and solutions are customized to your needs, 
delivering efficiency, process automation and cost savings 
in business travel expense payments and more generally in 
all B2B costs.

AirPlus International is a Lufthansa Group company based 
in Germany. It has been operating in Italy since 2001 and 
opened its Italian company in Bologna in 2005 under the 
guidance of Diane Laschet, Country Manager. In 2016, 
Italy was confirmed as the third largest market for AirPlus 
internationally.

AirPlus International in the world: 49,000 clients, 167 
million transactions processed, €14 billion of transactions.

The AirPlus Company Account is a company’s lodge 
credit card, created for centralized payment and 
analysis of travel expenses such as flights, hotels, 
trains and car rentals. 

A.I.D.A. Flex is the online payment platform that 
efficiently manages recurring business expenses for 
the supply of goods and services related to both direct 
and indirect purchases.

AirPlus A.I.D.A. mobile is the app that allows a 
previously authorized employee on business abroad or 
a Travel Manager to generate a Mastercard credit card 
number at any time directly from their smartphone or 
tablet.

The Business Travel Portal is a reserved area where 
your data is always available. Account statements can 
be downloaded in pdf and csv format, as well as up to 
date reports, A.I.D.A. Virtual Payment card generation 
and more.

Integrations for businesses
The automation of accounting processes plays 
a central role in improving performance and 
business efficiency. Digital formats and AirPlus 
account statements are compatible and integrable 
with the most widely used management systems 
and expense systems on the market.

The Conto Digitale Trasferte PA is a centralized digital 
payment system operating on UATP and Mastercard 
circuits and helps Public Sector companies manage 
their employees’ travel more easily.

AirPlus Reports on Demand is an easy-to-use analysis 
and reporting tool that allows you to track business 
travel expenses, monitor compliance with your travel 
policy and negotiate preferential rates with travel 
service providers.

The AirPlus Travel Insurance is the insurance 
coverage associated with the AirPlus Company 
Account, which protects employees and guests of the 
company against travel accidents and transportation 
inconvenience.

The AirPlus Green Report is a solution that provides 
a clear and detailed analysis of CO2 emissions from 
work-related flights.

The A.I.D.A. Virtual Payment (AirPlus Integrated Data 
and Acceptance) is the functionality of the AirPlus 
Company Account that extends card acceptance 
across the Mastercard circuit.

A.I.D.A. for Procurement is the ideal payment solution 
to centralize the costs of a wide range of services such 
as hardware, licenses and software services, office 
supplies, books and magazines, online advertising, 
registration and domains.

The AirPlus Travel Agency Account is the payment 
solution for all the travel services purchased by 
Agencies (IATA and NON-IATA) that helps simplify 
accounting, improving cash flows.

The AirPlus Information Manager is an online 24/7 
solution on the Business Travel Portal that provides 
access to over 40 report templates with graphics for 
easier understanding.  

Integrations for travel agencies
AirPlus has developed integrations with major 
booking platforms making the purchase process 
completely automatic thanks to the ability to pay 
suppliers directly both online and through the 
agency’s booking systems.
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AirPlus International Italy.

5.059
active
cards

1,24 billion 
  € of transactions 

4,5 million 
transactions 
processed

@AirPlus_Italy

The renewed online presence of AirPlus Italy.

A new website designed to guide 
users in search of solutions to 
better manage their business in a 
faster and more intuitive way.

The new AirPlus International website - www.airplus.com - 
has been completely redesigned to offer users, customers 
and partners a more complete user experience that best 
fits the role or the needs of the business partner.

Whether they be a travel manager, a travel agent, a 
purchasing manager, a CFO, a public Sector manager, or 
they need a solution to a particular requirement, the visitor 
is guided quickly, easily and intuitively to discover the 
most useful and relevant information, both in business and 
leisure.

“We were looking for a modern and responsive platform 
that reflected the enormous evolution of our company 
over the last 25 years, especially in relation to the 
typology of our audience that has grown and diversified 
over the years. The new site will guide our users in 
finding the best solutions for their business whenever 
they talk about business travel and B2B payments 
processes.”

Flavia Trezzini
Marketing & Communication Manager, AirPlus Italy

@AirPlus_Italy
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The world around us is becoming more and more interconnected every day and the growth of economic, social and cultural 
integration is by now an unstoppable phenomenon that has changed and continues to change our way of interacting with 
people and ultimately in developing our business. In this context, the economic recession that began in 2008 involving the 
entire international community and Western economies in particular seems to have passed. The new economic climate is 
slowly rekindling business confidence. 

The European market shows the weakest progress, while 
intercontinental growth continues to be supported by 
direct foreign investments from Italian companies.        

Companies are paying increasing attention to cost 
containment and this implies the definition of more restrictive 
corporate travel policies. Overall, travel expenses increased by 
0.7% in 2016 as a result of the increase in the number of trips; 
in fact, average ticket prices are still falling (-0.4%) while the 
use of low cost carriers is increasing in business travel too.

The vast majority of Travel Managers expect 
stability in 2017.

A phenomenon that involves society as a whole in a uniform 
manner. Big Data, the Cloud, Mobile communications, Social 
Business and the Internet of Things have already had an 
incredible impact on people’s lives and are also radically 
changing the value chains of all business sectors.

We globally assist in the growth of using lodge and 
virtual credit cards, the latter used mainly for the 
purchase of non-air services.

Italy is ahead in the use of virtual forms of payment 
according to the world average. The reported benefits are 
above all security, expense management and ease of use.

How the world is changing.

More travelling:+ 2.3% business trips

2017 for Travel Managers

Virtual payment growth in the world

Yet spending proportionally less

Digitization

Virtual payment growth in Italy

+2.7 % +0.7 % +2.5 %
domestic
travel

to the rest of 
Europe

intercontinental 
travel 

Business travel in Italy in 2016.

2015

560 € 558 € 

2016

60 % expect the same 
number of business trips

37 % expect growth 

  #Travels          #VirtualPayment          #Digital

virtual cards 11 %
lodge cards 23 %
traditional payment systems

Sources: AirPlus International Travel Management Study 2017, Nuovo Osservatorio sui Viaggi d’Affari 2016, AirPlus Business Travel Index 2016.

lodge cards 40 %
virtual cards 28 %
traditional payment systems

2014 2015 2016

Value in € (thousands)

   Revenues 13,401 15,012 16,976 

   Operating costs 5,406 5,909 6,273

   Salaries and benefits  4,057 4,352 4,389 

   Payments to capital providers 0 0 0

   Payments to the Government 1,777 1,778 2,061

   Investments in the Community 0 0 0

   Distributed economic value 11,240 12,039 12,723

   Retained economic value 2,161 2,973 4,253

1. Our way of doing business.
Direct generated and distributed economic value

Our growth is based on the solid foundation of regulatory 
compliance, our institutional structure and our system of 
governance. These aspects, combined with risk management, 
are even more fundamental given the nature of our payment 
institution. AirPlus Italy has adopted an organization 
model of management and control in accordance with 
the requirements of Legislative Decree no. 231/2001 
and a Code of Ethics which sets out our ethical principles 
and corporate values. The company is registered in the 
Register of Payment Institutions and as such is subject 
to the supervision of the Bank of Italy and is required to 
comply with specific requirements. AirPlus Italia adopted the 
risk management model of its parent company Lufthansa 

AirPlus Servicekarten GmbH, which provides for an annual 
risk detection and assessment by management and the 
implementation of necessary measures and controls. 
Risk assessment, the adequacy of the rating systems and 
the functionality of the risk management system are regularly 
verified by third parties.
We believe that a company’s success is also measured 
in its ability to create a shared value, enhancing its 
competitiveness and at the same time improving its 
economic and social conditions within the communities 
where it operates. If we hope to continue in this direction, we 
must maintain our propensity for innovation that has always 
made us stand out.

#PervasiveInnovation          #ContagiousIdeas

A.I.D.A. integrations
For greater simplicity in the payment process 

The ability to innovate.

Web Contract
The possibility to compile online contracts to 
guarantee the completeness and quality of the data

Travel Agency Account
The first AirPlus product entirely dedicated to travel 
agencies

Co-brand AATAC
A product launched in Italy, where we were 
pioneers

A.I.D.A. Flex
The possibility of handling new types of B2B 
payments

A.I.D.A. for Procurement 
Ideal for centralizing the costs of a wide 
range of business services

60 % of the A.I.D.A. volume comes from integrations

The volume produced by travel agencies (including 
TMC and OTA) is about 50 % of the total AirPlus 
volume

4,5 % of the total volume generated by travel 
agencies

Major purchasing categories: couriers, telephone,  
insurance and industrial supplies

71 cards activated during pilot testing

100 % of subscribers

20
08

20
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20
15

20
08

20
14

20
16

Average airline
ticket prices
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Think differently.
Innovation at AirPlus is not the task of the few. Everyone 
is called on to think outside the box and provide input to 
generate new ideas and develop new services. In 2016, we 
decided to set up an innovation department that will allow 
us to structure and strengthen this process, optimizing 
the flow of information to reconcile this drive to innovation 
with the resources available. 

Widen the range of action.
Being part of an international group is an important 
strongpoint. In 2016, we hosted delegations from other 
companies and subsidiaries of the AirPlus International 
Group to share and explore new strategies for 
implementation in other countries. This type of activity 
has represented a unique opportunity for sharing best 
business practices and approaches in support of our ability 
in developing new ideas. We hope it becomes a standard 
practice in the future.

What does innovation mean?
Always looking ahead.
Every day we are committed to creating new standards for the payment industry and identifying new sectors potentially 
interested in using our services. This is demonstrated by the growing success that AirPlus is experiencing within the Travel 
Agency market with the Travel Agency Account solution, which in 2016 recorded an overall increase in volume compared to 
2015 equal to 21%, accounting for 50% of the our transacted volume (including OTA and TMC as well).

In 2016, we focused our attention on improving treasury and corporate cash flow, one of the most important aspects for 
CFOs in recent years, through the development of payment solutions for B2B purchases.

#PervasiveInnovation          #ContagiousIdeas

2020 Strategies Material Topics
Top Team Transparent communication
Governance and compliance Creating value
Product Development Governance
Market Positioning Continuous innovation
Sales strategy Reliable and secure payment solutions

Process optimization Simple to use business products and services

Customized, integrated and flexible solutions

Customer care

Successful partnership

People, Passion & Commitment

What did we 
speak about?

The material topics,  
the 2020 strategies.

2. The reason customers choose us.

Because we offer reliable and secure payment solutions.

Two indispensable elements when talking about money transactions. We want these two elements to be absolutely certain 
for our customers, so much so that they shouldn’t ever have to worry about them; which is why we talk about “invisible 
payments”. And we guarantee this thanks to the nature of our products, such as the generation of a virtual card number for 
each transaction as well as our procedures and rules.
In 2016, we confirmed our focus on the reliability and security of our products, including the introduction of new internal 
procedures to address the issue of fraud that could affect credit cards and focus our attention on prevention, interception 
and management of the violation.

Because we offer simple to use business products and services.

Our goal is to relieve our customers of the burden involved in the payment process, making the process automatic when 
booking. Product development and integration, customization and our partners’ support enable us to achieve such a goal. 
Through our customer care service and the training we provide our customers, we choose to share our knowledge with 
them to help them be faster and more efficient in payment-related activities. 

OTA/TMC
TAA
SME Companies
L Companies
XL Companies

Based on your experience, would you 
recommend AirPlus to others?

Our customers believe in us. And they 
remain faithful over time.

0 = Not at all 10 = Definitely yes

Volume 2016 by 
customer segment

Customer Satisfaction 
2016 (NPS)

24 %

26 %
21 %

19 %

10 %

Detractors
6 %

Passives
20 %

Promoters74 %

0  - 6

7 - 8

9 - 10

1080 card 
issued 

in 2016

volume of 
transactions 

+12.4 % 

#Team         #Transversality         #CommonGoal

“Innovation is a necessary evolution; it is a state of 
mind, the ability to look at what we do with different 
eyes every day. And that’s how we discovered new 
requirements, intercepted new markets and expanded 
the range of our services.
The next challenge? Making the payment experience as 
transparent as it is invisible.”

Andrea Pacchioni 
Business Development Director, AirPlus Italy
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#Team         #Transversality         #CommonGoal

Because our solutions are customized, integrated and flexible.

We want our products to be customized to our customers. This means that we are always able to adapt them according 
to their specifics and needs, as would a tailor with a suit. We succeed thanks to a direct and constant relationship with 
them that allows us to quickly identify their needs, as well as working closely together during the development stages and 
receiving immediate feedback regarding the result. This approach is the basis of a trusting relationship that we develop with 
all our clients.

Airlines, Rail, 
Autonoleggio

GDS 
Online platformTMC ERP

T&E

Because we have a network you can rely on.

Even in 2016, these solutions have contributed to the success of our historical 
and new partners working alongside us, allowing us to offer the best added value 
to our customers. Among others, the partnership with Zucchetti Systema (a 
Zucchetti group company specializing in travel agency management solutions) 
has enabled the integration of the AirPlus Travel Agency Account into the 
eAgency–the management platform for travel agents and tour operators of 
Zucchetti System–thereby automating and streamlining the administrative 
processes of the agencies offering them a solution that can handle bookings, 
payments and accounting for expenditure in an integrated manner.

“The agreement with Zucchetti 
Systema enhances our focus on 
the development of virtual and 
innovative products that can help 
travel agencies manage their 
activities, minimizing complications. 
At a time when the travel service 
scenario is undergoing constant 
evolution, it has become necessary 
for us to address the market with 
proposals that meet our partner’s 
expectations and support agencies 
in the digital transition, automating 
operational processes without 
generating additional work and 
administrative costs. ” 

Daniele Aulari
Sales and Partnership Director,
AirPlus Italy

What did we 
speak about?

The material topics, 
the 2020 strategies.

3. Our team, our strength.

The ability of team work.

Here at AirPlus we believe our team is our true value: where the talent of each individual is the gear that allows our 
machine to move as one body, where each cell is essential although unable to exist without the others. This is why the 
performance targets are assigned to the team and everyone contributes towards their achievement. In 2016, we identified 
the “champions” on some strategic issues who represent a reference point within the company for ensuring cross-sectoral 
know-how. The ability to collaborate and share their knowledge between the various functions in the company is actually an 
essential element both in day-to-day operations and in strategic decision making.

The desire to grow.

Our passion brings us together. We try to support our passion by providing the tools and knowledge necessary for our team 
to perform their work. In 2016, we developed a specific training program to improve our capacity for analysis and reporting 
allowing us to have a more structured approach to day-to-day work and provide our customers with a better service.
To meet the new needs of companies requiring the purchase of goods and services with products such as A.I.D.A. Flex 
and A.I.D.A. for Procurement, we have welcomed new professional figures into our group this year who will help us better 
address the new challenges we are facing in this area.

We began with only 8 of us; 
today we are a team of more 
than 50 people.

#Team         #Transversality         #CommonGoal

3 executives

6  managers

 17employees

1 intern

2 executives

 5 managers

18 employees

1 intern

Strategie 2020 Material Topics
Top Team Transparent communication

Governance and compliance Creating value

Product Development Governance

Market Positioning Continuous innovation

Sales strategy Reliable and secure payment solutions
Process optimization Simple to use business products and services

Customized, integrated and flexible solutions
Customer care
Successful partnership
People, Passion & Commitment
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Our way of donating

€ 4,941 donated in 2016

February

October

August

May

March

December

July

September

From Water for Water
In 2016, we continued our collaboration with the Centro Mondialità Sviluppo Reciproco with the collection of 
plastic caps at schools, offices, bars and associations to contribute to the construction of drinking water wells 
in Tanzania and the preservation of the environment. About 550kg of caps were delivered in 2016.

Gli Onconauti
Support to the Onconauti fundraising activities by selling Panettoni at the Bologna Stadium as part 
of the “Volunteers for a Day” project.

Funds to the Italian Red Cross following the earthquake that hit the centre of Italy. 

In 2016, we continued the conversion program of disposed hardware and their donation to associations, schools and non-
profit organizations for educational and social purposes. AirPlus replaces personal computers every 3 years, which made 
it necessary for us to think of a second life for hardware that was still in good condition. 7 computers were donated to the 
Social Hearts United NGO that carries out school projects in Uganda, 4 to the Manna association operating in Guatemala 
and 1 to the Tswaka Secondary School in Kenya.

Gruppo Volontariato Civile
Donation of €1,500 for a project 
assisting Syrian refugees in Lebanon. Banco Alimentare

Participation in the activities of the Banco Alimentare as part of 
the “Volunteers for a day” project.

Race for the cure
Participation of the AirPlus team at the Solidarity and Fundraising Event for Breast Cancer 
Research held in Bologna.  

Stop Hunger Now
A team building event that involved all our colleagues. With the help of volunteers 
from the Stop Hunger Now association, over 10,000 highly nutritious dried meals 
were packed throughout the day, which were then sent to the villages assisted in 
Zimbabwe. A donation of 2,565€.

Banco Alimentare
Participation in the activities of 
the Banco Alimentare as part of 
the “Volunteers for a day” project.

La Venenta
Support for the NGO La Venenta in Argelato (BO) continues 
with the collection and delivery of used clothing, accessories, 
games and books.

Gli Onconauti
The creation of a training session 
reserved for employees on the topic 
of cancer prevention provided by the 
Onconauti association.

What did we 
speak about?

The material topics, 
the 2020 strategies.

How does this 
document come about.
This document follows on from the first Sustainability Report 
of AirPlus International Italia published in 2016 and drawn up 
in accordance with the Fourth Generation of Global Reporting 
Initiative (GRI-G4) Non-Financial Reporting Guidelines, 
conforming to the “Core”option. 

It takes up and develops some significant issues, presenting 
figures for the year ending December 31, 2016, unless 
otherwise stated. In order to provide a comparison with the 
past and to foster a full understanding of trends, the data 
for the last year in some cases is related to the data for the 
years 2014 and 2015.

The complete update of data and the table of 
correspondence with the standard information required by 
the GRI G4 - Core guidelines are available on our web site in 
the sustainability area.

For further information and details on the topics and 
indicators contained in the document please refer to 
Ombretta Di Marco, CSR Manager:
odimarco@airplus.com
+39 051 4389361

Strategie 2020 Material Topics
Top Team Transparent communication

Governance and compliance Creating value

Product Development Governance

Market Positioning Continuous innovation

Sales strategy Reliable and secure payment solutions

Process optimization Simple to use business products and services

Customized, integrated and flexible solutions

Customer care

Successful partnership

People, Passion & Commitment

#Team         #Transversality         #CommonGoal
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T +39 051 4389330 • F +39 051 4389332
italy@airplus.com • www.airplus.com

AirPlus International srl – Cap. soc. € 2.000.000,00 int. vers. – R.E.A. Bologna n. 45 22 67 - C.F./P.I. e iscriz. Reg. Imprese Bologna n. 08434751007 - Iscriz. Albo degli 
Istituti di Pagamento ex art. 114 septies n. 33053.0 – Iscriz. RUI n.D000391039 - Direz. e coordinam. e socio unico: Lufthansa AirPlus Servicekarten GmbH (Germania)


