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INTRODUCTION 

It is widely recognized that the impact of technology innovations and forward-thinking corporations 
are changing the way business travel is done. The age of the customers and the employees makes 
it possible for them to get what they want, when, where and how they want it – they are making 
digital a core part of their lives. The reality is more travel technology players are building direct 
relationships with traveling employees (e.g. Uber, AirBnB). The question is--how do travel 
managers keep up, while retaining control and visibility to ensure travel compliance? 

The existing industry travel and expense solutions are designed to allow travelers to book travel, 
manage their itineraries, and report expenses, as well as help travel buyers control spend, address 
duty of care requirements, and negotiate with travel suppliers. As the travel industry is disrupted 
with many technology players reaching travelers directly in air, hotel and car bookings, employees 
and clients have more options at their disposal. In this research, we look at how well current travel 
management solutions deliver on meeting travelers’ needs while ensuring travel managers maintain 
control, particularly given recent technology developments. Moreover, we look at what progressive 
travel buyers consider in their Request for Proposals (RFPs) when evaluating travel solutions. 

The GBTA Foundation, with support from Concur, commissioned a research study to explore travel 
buyers’ requirements from their travel management solutions. The study sought to meet the 
following objectives: 

• Understand current travel management processes and solutions used by travel buyers, 
including adoption of and interest in new travel management online booking  including 
capabilities such as data capture from direct corporate bookings or out-of-program 
bookings 

• Assess the effectiveness of current travel management solutions and travel management 
company services 

• Identify the requirements that progressive travel buyers look for when considering a new 
solution  

The study was conducted using an in-depth interview methodology by telephone that included the 
opinions of 25 travel buyers, representing five “small” companies (less than 500 employees) and 20 
“large” companies (500 or more employees). To qualify to participate in the study, a travel buyer 
had to be responsible for recommending and/or deciding on new travel solutions for their 
organization. In addition, a travel buyer’s company had to either have an open-booking solution in 
place or be willing to consider one in the next two years. 
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KEY FINDINGS 

In the current environment, nearly all travel buyers use online travel booking tools as their primary 
avenue for travel bookings. They also provide telephone reservations through travel management 
companies’ consultants or their own staff.  Most discourage usage of this method for initial bookings 
because often there is a cost associated with it. About half offer their travelers access to mobile app 
solutions for making reservations. 

Few travel buyers have an effective solution for dealing with out of channel reservations in their 
process. It is recognized that there is up to 28% in air bookings that are done outside of channels or 
considered blind spend (72% compliance) and more than 50% in hotel reservations.1 While most 
have a system that flags out of policy decisions at the time of the reservation, a bigger issue arises 
when travelers make reservations outside of their managed travel programs, because the 
information is typically not captured in their reporting. The direct corporate booking (or sometimes 
referred to as open booking) concept has existed for decades, and with the advent of new 
technologies and options provided to travelers, this challenge becomes increasingly important to 
regognize and address.  

Travel buyers receive disparate reports on travel spend through their online booking tool, from their 
Travel Management companies or other sources. The challenge with reporting is obtaining a holistic 
view of travel and expense in a timely and accurate fashion. Moreover, the various sources of data 
also come in different formats and locations, making it a painful and ineffective reporting process. 
The reports today don’t provide role-based access nor the ability to slice and dice the spend 
information by property, brand, and chain, to name a few examples. The existing reports are used 
to monitor compliance, track budgets, negotiate with travel suppliers, and manage risk.  

The effectiveness of a buyer’s current managed travel program is affected by several challenges, 
including the following: 

• Lack of insight into direct corporate bookings when travelers book out-of-channel 

• Lack of incentives to drive the right business travel behaviors 

• Inacurrate and delayed travel and expense reports 

• Inability to track travelers for risk management purposes 

• Inability to get the best rates with travel suppliers 

• Inability to balance the needs of travelers with the goal of controlling or reducing travel 
spend 

Given these challenges, travel buyers have moderate to low satisfaction with their current online 
booking tool. Those who are happy with their current solutions feel that it provides a convenient 
way for travelers to book their own travel from many choices, updates travelers’ calendars with their 
itineraries (automatically or manually), is easy to enter expenses, and provides data and reporting 
for buyers to control spend, budget, and negotiate with suppliers. 

However, many travel buyers would like to see their current solutions improved. They complain that 
their systems are not user friendly, do not save travelers’ profiles and preferences, and cannot 
process changes to itineraries or complicated trips. They also feel that the search criteria is not 
effective in providing all of the options available, and the system has technical issues, including 
slow processing times. 

                                                             
1 IDC: Concur Fusion 2014, “Transparency and Mobility Drive the Perfect Trip,” May 2014. 
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One industry advancement in travel management solutions is technology that enables companies to 
capture bookings made outside the managed travel program “system” or “tool”; such technology 
was designed to address some of the challenges travel buyers face. Interest in this technology is 
moderate to high among most travel buyers, assuming they can retain their negotiated rates with 
travel suppliers when travelers book outside the program. The travel buyers interested in such a 
solution are looking for the ability to:  

• Capture complete reservation data in a single system 

• Gain an approach to track and communicate with travelers from a risk management 
perspective 

• Leverage benchmarking features (e.g. displaying an average airfare price the employee 
should beat) to meet company policies 

• Incent or reward employees to drive the right travel behaviors 

• Retain existing negotiated rates integrated with the solution with travel suppliers  

Those who are not interested in this solution feel it would risk security and encourage non-
compliance, and they would lose leverage over their suppliers. 

Given the challenges they face and their mediocre satisfaction with their current solution, travel 
buyers have specific requirements when considering a new travel management solution for their 
organization. At the core of these requirements are balancing the increasing employee needs 
based on new innovations and retaining control of corporate policies. The system’s provision of 
effective duty of care features, ease of use and user-friendliness, seamless integration of booking 
and expense data, and real-time reports of these merged data streams that can be accessed 
without a delay or having to contact someone else outside the organization are also important to 
travel buyers. Additionally, full capabilities of a platform ecosystem to support all steps of the 
traveler’s journey, whether before, during, or after a trip are key. Capabilities accessible on mobile 
devices is a top priority for travel buyers. 

Other typical requirements that continue to be on the list when considering new travel management 
solutions include the following:  

• Dedicated customer service consultants who are available to help travelers and managers 
around the clock 

• The ability to customize the online booking tool to reflect company branding, and save 
vendor/client profiles and traveler preferences 

• Ensure localization as necessary 

• Protection of data privacy and security  

• Current travel booking and management processes 

Organizations typically use a travel management company for making travel reservations, but the 
availability and priority of booking methods varies by company. Nearly all travel buyers encourage 
their travelers to make their reservations using the online booking tool to promote adherence to 
policy and capture travel reservations data in a central system. Most provide the option to make 
reservations by phone, too, through the TMC’s consultants or company staff. Some discourage this 
practice because there is a cost for making the initial reservation through a TMC consultant, but 
some smaller companies encourge booking through their travel consultants to control trip costs and 
keep travelers in policy. About half of travel buyers offer travelers the ability to make reservations 
via their mobile device. 
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 “While most companies have 
out of policies notifications, it 
would be great to get some 

kind of incentive to help drive 
the right corporate behavior. 

Perhaps something that 
rewards employees for 

booking within corporate 
rates.” 

 –Large company 

“Travelers can book via phone, mobile, or online, but if they call in to make the initial 
arrangements, there’s a charge. There’s no charge for adding or changing by phone if the 
original arrangement was booked via online or mobile.” – Large company 

“There is a hierarchy though: online through Concur booking and travel expense is the first 
preference, then email or text, then calling the agency as a last resort.” – Large company 

Despite the promotion of using the online tool, travelers in some companies do not use the online 
tool and book through consultants for international trips, particularly if they are complicated by 
multiple segment itineraries. Some are considering switching to a smaller travel management 
company with more personal high-touch support because of this need and to help ensure their 
travelers get the best airfares for these trips. 

“We have a lot of requirements with lots of international travel to multiple countries or 
continents, and are leaning toward a smaller agency for this reason.” – Large company  

Travel buyers also see differences in usage of booking methods based on the age of their travelers. 
Younger travelers prefer to make their reservations online themselves, while older travelers lean 
towards a more personal approach by calling their consultants. Travel buyers feel this is a factor 
they must consider in their approach to managing their corporate travel program. 

“Younger people tend to just book online themselves. Older folks tend to use their own 
personal travel agents that they already have existing relationships with.” – Large company 

OUT OF POLICY PROCESS 

Nearly all travel buyers have some out of policy 
decisions made among their travelers within their 
current travel management process. Typically, blind 
spend in air bookings can be up to 28% (72% 
compliance) and hotel compliance is about 50%. If it 
is an out of policy decision made within the online 
tool, most have it configured to flag the decision for 
review and approval or at least remind the traveler 
that their decision is not within policy. While this 
process is time consuming, it does provide the 
opportunity to disallow the choice.   

As discussed previously, the bigger challenge is 
when travelers book outside of the managed travel 
program. In this case, the booking is not recorded 
until the traveler submits expenses to the 
organization. At that point, it is too late and the organization must absorb any out of policy costs. A 
few travel buyers have policies to minimize the blind spend, such as travelers not being reimbursed 
if they book their flight outside of the online tool or travel management company, or the traveler 
having to use their own credit cards where they pay in advance and are reimbursed afterwards.     

“If they go directly to their preferred site on the web, it’s not recorded in our system. I only 
find out on the expense report.” – Large company 

“95% use CWT for air because they don’t want to have to pay themselves first and then get 
reimbursed.” – Small company 

Some travel buyers have data capture solutions, such as Concur’s TripLink, where the traveler or 
consultant can move reservations confirmations made through outside channels into the online tool 
after the reservation is made. This allows travel buyers to capture the reservations before travel has 
taken place and to suggest that the trip be changed if necessary to adhere to company policy. This 
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 “My challenge with reporting is 
having more timely and accurate 

data for travel and expenses 
rather than a fraction of the 

overall supplier spend. I’d like to 
see spend by property, brand, 

chain, employee, departments—
ideally gaining role-based reports 
so the right people have the right 

information at the right time.” 

– Large Company 

also helps with the duty of care requirements. It requires travelers, arrangers or consultants to take 
action and forward the reservations. 

“The salesforce has to attend trade shows at hotels outside of the system. We have a 
person who manages this. They book the hotel through the conference tool, and then they 
input the itinerary through TripLink. That way their air and hotel are in the same place for 
risk management. And, it’s easier for travelers to manage it with it in the same place [as 
their air reservations.]” – Small company   

REPORTING CAPABILITIES OF CURRENT SYSTEMS 

Travel buyers receive a multitude of reports from their travel management systems on booked 
travel and expenses, and rely on the reports to monitor travel spend and behavior. They use the 
reports to monitor compliance, budgets, negotiate with travel suppliers, and manage risk. Some can 
conduct deep dives into the data to answer specific questions, such as domestic versus 
international spend, business versus economy class spend, number of tickets issued and number of 
refunds issued. Others only have access to TMC reports and complain they have slow delivery and 
would like more self-service reporting capabilities. Several travel buyers admit they are still learning 
all of the possible data and reports they can get on their travel and expenses. 

 

 

 

 

 

 

 

 

 

 

 



The Future of Travel Management Solutions 
© 2014 GBTA and its affiliates. All rights reserved. 

8 

 “We’re not looking at folks who 
are booking outside as wrong. 

They may be attending a 
meeting or a conference or 
they may be staying at their 

client’s hotel. It doesn’t make 
them wrong. And so I think we 
need to look at how we capture 
what is already occurring and 
bring it back into the system.” 

– Large Company 

PERCEPTIONS OF “OPEN BOOKING” TECHNOLOGY 
One of the recent technological advances in travel 
management systems is “open booking” solutions. 
These solutions allow business travelers to make 
reservations through any channel, including travel 
supplier and travel vendor websites, and have the 
data automatically migrate into the managed 
program solution. Very few travel buyers have heard 
of this concept or companies providing it and less 
still have enabled one. Of those who do not have 
the solution, most are moderately to highly 
interested in the concept, but only if they are 
assured they will get their negotiated rates when 
travelers book outside of the managed travel 
program. Those with little to no interest in the idea 
envision the solution encouraging bookings outside 
of their program which may result in non-
compliance, which is something they are 
desperately trying to curb. They feel travelers would 
make more decisions based on personal 
preferences and loyalty programs, rather than the 
fiscal needs of the company. 

 “I want to be sure travelers are getting the best rate, not just allowing them to go where they 
have loyalty points and their own preferences.” – Large company 

Those who are intrigued by the idea of open booking are interested because all reservations data 
would be captured in a single system. This allows them to have more complete information on their 
travelers and their whereabouts from a risk management perspective. It also means less work for 
them in tracking down travelers and reconciling trip expenses. Some feel it would work because they 
have strong policies in place and travelers would not abuse open booking. From a traveler’s 
perspective, travel buyers think they would enjoy the flexibility and choice that open booking provides. 

“I like the idea even if they’re using a different channel and they’re not going through [our 
TMC] per se, that information is still captured.” – Large company 

“It’s potentially a good fit for our organization and our booking habits. I want travelers to take 
more responsibility and rely less on me or a TMC. As long as you have strong policies in 
place, it can work quite well.” – Small company 

There is a great deal of concern among travel buyers, including those who are highly interested in the 
concept, about receiving their negotiated rates when using  “open booking” technology. If travelers 
cannot take advantage of their organization’s discounted rates, the solution would not be useful to 
them. 

“[I’m very interested] if it brings in the discounts I have.  80% of my airline tickets and 75% of 
hotel bookings use our discounts.  I would have to make sure those discounts would be used, 
because my job is to save the company money getting people to where they need to go.” – 
Large company 

To sum up, travel buyers see advantages and disadvantages to “open booking” solutions. The 
advantages include the following: 

• Ability to take advantage of sales or promotions offered by travel suppliers 
• Higher satisfaction among travelers because it gives them more control and could be faster 

for them, particularly for younger travelers who prefer to shop this way 
• Easier to track travelers for duty of care responsibilities 
• Having all data captured in one system 

“To me, it’s a huge win for the traveler. As employees become younger and more tech savvy, 
[open booking] is what they want.” – Large company 

On the other hand, many see the following disadvantages: 
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• Risk of rampant out of policy bookings and non-compliance given the freedom travelers 
would have to book from any site and their strong desire to get loyalty program points 

• Security issues, including security of their personal information when booking at unfamiliar 
sites, and travelers making unsafe travel choices 

• Loss of leverage in supplier negotiations if the open booking travel is not credited to the 
supplier 

“I definitely have concerns, especially travel risk management when trying to help them if they 
didn’t book through us.” – Small company 

“There are potential risk management issues for safety when booking outside. With Concur  we 
hope most of the options are safe but risks are higher when you open book without capturing the 
data.” – Large company. 



The Future of Travel Management Solutions 
© 2014 GBTA and its affiliates. All rights reserved. 

10 

EFFECTIVENESS OF CURRENT PROCESS 

There are many challenges that travel buyers face in their jobs that reflect the effectiveness of their 
travel management program. One of the biggest headaches for travel buyers is when travelers do 
not comply with policy, which can be partially addressed with an effective system. Many travelers 
choose non-preferred providers or find “loopholes” and book out of policy. Supplier loyalty programs 
are a big influencer to non-compliance, and travel buyers wish they could stop travelers from 
making decisions based on the rewards programs from travel suppliers. 

“The traveler thinks they are doing the company a favor because they are selecting cheaper 
options, but they are not options that are in compliance with our policy.” – Large company 

“Even if the flight is not one we want users to take, we still see reports after the fact that 
they are out of compliance and ask forgiveness later.” – Large company 

Travel buyers also have issues in securing the best rates with travel suppliers based on the level of 
business their organization does with the supplier. Travel buyers need to be able to constantly 
monitor their volume with suppliers and negotiate better rates based on their spend, which is a 
challenge. It requires a system that has accurate spend data and timely reporting, as well as a way 
to promote traveler compliance in using preferred vendors. 

“The changing dynamic of who has leverage as the market changes is also a major 
concern. Whether the travelers have leverage, or the airlines have leverage to raise costs 
or how they do business. We are trying to stay ahead of the game as the market changes.” 
– Large company 

Risk management is another concern travel buyers have that is directly related to the effectiveness 
of their program, and its importance has increased in recent years. Travel buyers need a system 
and process that tracks employees so they can alert them to travel hazards, or in some cases, get 
the resources to help travelers get out of a dangerous location. 

For travel buyers, the ultimate challenge is balancing the needs of travelers while controlling, or 
even reducing, travel spend. It is a delicate balance, but an effective travel management system 
can help address this issue. 

“Balancing cost savings for the company and services for the travelers is huge. I have to 
give them all of the tools they need to do their job, otherwise they will go outside of policy, 
but then still save the company money.” – Large company 

“Trying to balance best in class changes and savings while still trying to provide benefits for 
the traveler.” – Large company  

SATISFACTION WITH CURRENT TRAVEL BOOKING SOLUTION 

As they face these challenges, travel buyers need a strong travel management solution to support 
their efforts. However, many travel buyers feel their current solution could be improved to better 
meet their needs, indicating their overall satisfaction is moderate to low with their current solution. 
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For some, their online travel bookingl solution works relatively well for their travelers and they are 
moderately satisfied overall. They feel it gives their travelers many options when searching for 
flights and hotels based on preferred partners, and one buyer has even customized the system to 
include the company’s office locations to make it easier for travelers to choose appropriate 
accommodations nearby. Several say the only complaint they get from travelers is about the small 
number of search results based on their criteria, but attribute it to only allowing the system to show 
travelers preferred providers. Some also like that their system updates travelers’ calendars 
automatically, or provides a convenient way to upload their itinerary to their calendar, and it is easy 
to enter expenses through the system. 

“It gives people a choice as long as they stay within our liberal travel policy. They get a lot of 
choices and prices we’ve contracted for preferred providers.” – Large company 

“It works very well for them. They love the fact that they can turn it over to me. They are so 
busy with the actual clients themselves, they love to let me take care of it. I can do everything 
in Concur for them. It’s all put together on an itinerary for them to put directly into their 
calendar.” – Small company 

“The complaints we get are mostly about access to properties they can’t see. We limit what 
they see to things that are within our policy.” – Large company 

Even though some are relatively satisfied with their solutions, many travel buyers would like to see 
their current solution improved to make it more useful to them and their travelers. They would like 
their travel management solution to be more user friendly and easier to navigate for their travelers, 
with a more updated look and feel closer to a consumer travel site, such as Travelocity. They want 
it to save travelers’ profile information to make it quicker and easier for them to make reservations. 
Some also feel the search criteria needs to be more intuitive so their travelers do not miss potential 
options that are cheaper, as well as show all available options.  

“It could be more user-friendly and look less like an agent booking site. I’d like it to have more 
individual profile parameters and consider those in providing your options. I’d like it to be 
more intelligent and less complicated.” – Large company 

“You have to be too specific on travel times. The search needs to be expanded and allow 
on option for 3 or more hours. It gets in the way of getting the best price.” – Small company 

Some travel buyers also want a system that can handle changes to itineraries without their travelers 
having to call a consultant. Many complain that their systems cannot process changes or 
complicated trips for their travelers.    

“At a moment’s notice, something could change. A client may want to stay an extra 2 days. 
Now they have to change things and it is very difficult for them to do so. They have to work 
through me. I would like them to be able to make changes on the fly if necessary.” – Small 
company 

Travel buyers also say their travelers experience technical issues with their travel management 
solutions that need to be addressed, such as slow processing times and bugs in the system, and 
this frustrates them.  

“I would like it to return information faster.” – Small company 

Beyond the online system, many travel buyers would like to see improvements in telephone 
customer support from their TMC as their travelers experience long wait times, and in some cases, 
representatives who lack the knowledge to understand their issues. 

“I get a lot of traveler complaints about long wait times when calling to make changes, and 
our travelers cannot make the changes online for some airlines.” – Large company 

“The online tool is pretty good; however, if our travelers have to call to make changes, the 
system puts people on hold way too long. Usually if you need to make a change you’re in a 
hurry. Travelers complain that a 30-minute wait is common. I’ve experienced it myself.” – 
Large company 
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From a travel buyer’s perspective, their travel management solution makes their jobs easier and they 
are more efficient. The system provides a convenient way for travelers to book their own travel with 
preferred providers, location of travelers for risk management purposes, and spend data to control 
budgets and assess compliance.   

“The major thing for us is that we can keep track of them. I know where they are at any given 
time. We have 100 travelers at any given time all over the globe. I use Concur to do all of 
this.”  – Small company 

“It gives us the ability to force compliance by setting parameters in terms of what they can see 
and choose from.” – Large company 

“Clearly it’s the visibility of the spend – if it’s in the system, it’s directly going to be there, I can 
get non-compliance reports, reports by the percentage by vendor, etc.” – Large company 

SATISFACTION WITH REPORTING CAPABILITIES 

Most travel buyers are pleased with the reporting capabilities of their travel management solutions.  
They believe the data they can provide to management helps them make better business decisions.  
It allows them to budget more accurately, as well as forecast into the future. It also allows the 
department managers to assess their staff’s travel spend.  

“The main reason why we use them is in the creation of the P&L and analyzing the business. 
The second one is budgeting. Boy, if you don’t have good reports, budgeting gets incredibly 
difficult. Knowing how the money is spent and projecting how we should spend the money is 
how I am using the reports. I can cut up our reports in hundreds of different ways. I can tell 
people exactly what I want. We can even remove a hotel if we want.” – Large company 

“We feed it back to division managers to understand how travelers in their organization are 
making decisions and are they choosing to be compliant (air, hotel). It helps to spark 
conversation on how to better manage travel and improve performance.” – Large company 

Travel buyers also use the reporting capabilities of their systems to identify trends in supplier usage.  
They can use the data to negotiate better rates and add preferred providers. 

“It identifies the need for negotiating with new partners – identifies where we need to add 
vendors in a city.” – Large company 

For a few, the system’s reporting capabilities are not meeting their needs. One does not have direct 
access to the reporting tool to run her own customized reports, which leaves her to rely on less timely 
monthly reporting provided by the TMC.  
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REQUIREMENTS FOR FUTURE TRAVEL MANAGEMENT 
SOLUTIONS 

Needless to say, the online booking and travel management solution that a company has in place 
tends to have far-reaching implications for the company’s corporate travel function, both in the 
short-term and in the long-term. One requirement  with growing interest is in technology solutions to 
capture booking data outside of corporate programs. The concern rises from a combination of 
technology advancement, growing tech-savvy Millenial workforce and travelers having more options 
(e.g. AirBnB, Uber) at their disposal. Moreover, the set up and components of a solution directly 
affect the day-to-day operations of business travelers and travel managers alike, but the reporting 
capabilities also help companies make big-picture decisions surrounding areas such as travel 
spend, vendor negotiations, and compliance. Selecting a solution with the right combination of 
desired features reflecting today’s reality is therefore essential, and travel buyers must carefully 
evaluate their options to ensure that the solution they choose fulfills their requirements and aligns 
with the goals of their company. 

One of the considerations for most companies when looking at their options is the cost of 
purchasing and implementing a new solution. While pricing is a factor that all travel buyers take into 
account, it appears to be a more serious concern among those who work for smaller companies. 
This is understandable as smaller companies have fewer travelers overall and may find it harder to 
justify a  solution. Ultimately travel buyers seem willing to consider new solutions, provided they can 
be assured there will be a considerable return on investment.   

Cost aside, there are a variety of features and functionalities that travel buyers look for when 
considering online booking and travel management systems to implement within their companies. 
While preferences for capabilities vary by company size and other organizational characteristics, 
there are a set of factors that seem to be at the core of what drives most travel buyers’ decisions 
about travel and expense management solutions. Beyond that, there are some additional requests 
that travel buyers would like to see in a new solution, usually to address needs specific to their 
organizations.  
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Key requirements when looking for a Travel and Expense solution are shown in the below table. 

 

Requirements Descriptions Questions travel buyers should ask 
vendors 

Data Capture for 
Out-of-Channel 
Bookings 

Capability to capture bookings 
done out-of-
channel before travelers take a 
trip. Providing visibility ahead of 
time helps monitor policy 
compliance and enables duty of 
care on itineraries not booked 
through the TMC. Also captures 
full itinerary information and 
populates expense report 
enabling comprehensive spend 
analysis. 

Ability to link existing suppliers to 
this solution to ensure negotiated 
discount is taken advantage of 
when travelers book direct. 

Ability for suppliers to support 
direct booking for automated 
access to discount, automated 
posting of reservation 
confirmations and ability to 
reflect changes to the TMC or 
the T&E solution provider. 

• How do you capture bookings done 
out-of-channel before travelers take 
a trip? 

• How do you capture out-of-channel 
bookings data to meet duty of care 
compliance? 

• Do you have full itinerary 
information to automatically 
populate expense reports? 

• Can you perform spend analysis in 
real-time and historically?  

• Are you able to link my existing 
suppliers to this solution to ensure I 
get my negotiated discounts? 

• How will the reservation 
confirmations be posted? 

• How do you reflect reservation 
changes to the TMC or the T&E 
provider? 

• How do you provide details on out-
of-channel bookings to the TMC(s) 
for travel agent servicing? 

Role-based 
Reporting, Alerts 
and Dashboards 

Ability to provide role-based 
reports in real-time and 
historically; allowing the right 
people to have the right T&E 
information at the right time. E.g. 
team managers can make 
decisions based on actual spend 
vs budget. Travel managers can 
track supplier spend. 

Ability to aggregate and correlate 
disparate data sources (card, 
non-TMC, expense) 

Ability to normalize data for 
accurate spend analysis, 
specifically by brand, chain, 
property – for example mapping 
between brand and their parent 
company. 

• Describe how your solution 
generates reports to the right 
stakeholders? 

• Provide example 
reports/dashboards by roles and 
KPIs displayed. 

• Does your solution aggregate 
disparate data sources (card, non-
TMC, expense etc). 

• Can you provide a holistic view of 
T&E data? Please explain. 

• Can you normalize the spend data 
by property, brand and chain, by 
users, departments, and spend 
categories? Explain how. 

Platform 
Ecosystem 

Ability to provide an ecosystem 
of trusted partners to provide 
niche solutions for specific needs 
relevant to T&E. e.g. tax/VAT 

• Describe how you can assist with 
specific needs (e.g. VAT reclaim, 
passport management) that are 
related to T&E but may not be your 
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reclaim, passport/visa 
management. Ability to provide 
extended T&E value in specific 
areas of corporate and travelers 
needs. 

core competency? 
• Describe relevant and key 

partnerships that provide extended 
value to T&E. 

• Describe relevant integrations and 
key partnerships that provide 
extended value to T&E. 

Mobile Services Ability to access 
the corporate T&E application 
using mobile devices and device 
native apps, including creating 
new reservations (with access to 
corporate discounts), making 
reservation changes, check-in, 
push notifications/risk alerts. 
Ability to capture receipts using 
OCR technologies. 

• Can your solution be accessed and 
used by travelers using mobile 
devices? If so, can reservations be 
created or changed on such 
devices? 

• Is your mobile solution 
synchronized with both online and 
the supporting TMC? 

• Does the online booking tool have 
the ability to send reminders or 
changes to the itineraries, such as 
changes in flight status, gates, or 
other aspects of a reservation to 
mobile devices? 

• Is your mobile solution 
synchronized with both online and 
the supporting TMC(s)? 

• Does your platform have the ability 
to send reminders or changes to the 
itineraries, such as changes in flight 
status, gates, or other aspects of a 
reservation to mobile devices? 

• Does the mobile solution capture 
picture receipts? If so, please 
explain how. 
 

Duty of Care: 
messaging and 
alerts 

Ability to gain complete insight 
on the location of all employees 
(including travelers) in case of 
emergency (including 
hotels). Rules-based support for 
multi-mode (email, text, SMS) 
two way communication to all 
employees (including 
travelers) concerning their safety 
when needed. 

• Does the solution provide 
messaging and alerts to reach 
employees for duty of care 
purposes? Please explain how. 

• Does the messaging platform 
provide a two way communication? 
In what ways do you communicate 
with employees? 

• Does the solution give you instant 
insight of where your employees are 
located? 

• What “smart messaging” capabilities 
does your platform provide to 
improve the traveller experience 
and compliance?  (i.e., Reminder on 
hotel check-in that Wi-Fi is included 
in the rate) 

Incentives 
Programs or Ideas 
for Cost Savings 

Ability to provide a 
relevant benchmarking feature 
and reward employees who help 
the company save costs when 
booking below the average 
corporate rate. 

• Does the solution have ways to 
benchmark fares and rates for 
travelers to comply? If so, how.  

• Does the solution have rewards 
capabilities to incent travelers to 
save company money? 

Systems 
Integration 

Ability to show sourcing options 
for content (GDS, non-GDS). 
Ability to show how the system 
prioritizes content (stopovers, 

• How does the system prioritize and 
filter fares, rates, length, stopovers? 

• Provide sourcing options for content 
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fares, trip length). 

Ability to integrate with Expense 
and any 3rd party systems like 
ERP, HR systems, credit card. 

(GDS, non-GDS), does the tool 
provide real-time availability of 
inventory? Please explain. 

• Does the solution integrate 
seamlessly with Expense? Please 
explain. 

• Does the solution integrate with 3rd 
party systems like ERP, HR, credit 
cards? 

Environmental 
Sustainability 

Ability to describe how vendor 
contribute to environmental 
sustainability initiatives. E.g. 
Paper reduction/elimination (e-
receipts).  

Ability to calculate and report 
environmental impact of travel 
(ex. CO2 emissions) and model 
what-if scenarios. 

• Can the system report on total 
CO2? 

• Can the system model what-if 
scenarios?  

• What KPIs can you show that 
supports this? 

• How do you partner with other 
organizations to collaborate on this 
initiative?   

Ease of 
Implementation 

Ability to provide implementation 
process, plan, timeline, costs, 
SLAs. 

• Please describe your 
implementation process. 

• Can you provide a sample 
implementation plan? What is your 
approach to implementation? 

• Are there costs associated with 
implementation? If so, what is the 
cost? 

Ease of Use Require a user-friendly, intuitive, 
updated UI solution for travelers 
to book and expense. 

• When was the user interface last 
updated? How intuitive is it for 
travelers to use? 

Ongoing Site 
Administrative 
Maintenance 

Ability to provide ongoing 
maintenance of online booking 
site and best practice guidance. 

• What support resources are 
available for users, travel managers 
and TMCs? 

• Are fees charged for any level of 
support? 

• Describe the process of escalating 
technical problems? 

• Is there an SLA governing response 
and escalation times, please 
describe. 

Account 
Management (AM) 

Ability to describe AM structure, 
role, commitment, training, 
support and deliverables. Outline 
ability to communicate strategic 
guidance and recommend best 
practices. 

• Describe your AM structure and 
expectations from the AM team. 

• Describe your communication 
approach for new product-related 
releases, account reviews, or 
company updates. 

• What training and training material 
will the vendor provide? 

Customizable Ability to easily customize fields 
specific to company needs (e.g. 
non-travel categories, company 
branded, travel profile 
management). 

• Describe how users ensure profiles 
are synchronized with corporate 
hierarchy and policy. 

• What non-travel services can be 
purchased through the booking 
tool? (i.e., parking, limo, supplies, 
etc.) 

Privacy and Data 
Security 

Ability to describe security 
protocols and quafications (PCI-
DSS, SSAE16, ISO20000, 

• What security protocols is your 
online booking tool qualified for? 

• Describe the protocols and the 
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ISO27001, Safe Harbor). requirements of the protocols. 
• Is the PCI-DSS compliant? Please 

provide certifications. 
• How is data secured when it is in 

the online booking tool host 
system? 

• Describe your physical security of 
the application and all traveller data. 

 

1. “OPEN BOOKING” TECHNOLOGY CAPABILITIES 

For some travel buyers, “open booking” technology capabilities would be an important component 
for a future travel management solution because it would give travelers more autonomy and provide 
convenience. It could also be a key feature that helps give travel managers more visibility into what 
choices travelers are making, allowing them to more easily track spend and follow up with those 
travelers who are not complying with corporate policy. Another reason for wanting a solution that 
addresses out of program bookings is that travel providers who are supporting this technology may 
influence the industry, leaving behind those who do not adopt it with less content in their existing 
systems. 

“Giving employees another option – it allows them to still do their own bookings and make 
choices.” – Large company 

“I think any solution I’m going to look at in the future – because of the push of open booking 
by some significant players like Concur, Avis rental car – what they’re going to start doing is 
offering better content to individuals on open booking platforms than they do on the old 
architecture. So it only makes sense to me, might as well get the benefit of that…Also with 
open booking, I think it’s going to give somebody who has a very controlled system the 
ability to apply leadership to those individuals who are outside the system.” – Small 
company 

Some travel buyers have specific requirements in terms of how they would like a new solution to 
address bookings that happen outside of their system. Mostly, they want to know the reasoning 
behind why a traveler goes out of policy in the first place.  

“I want to know why. Why are you booking outside of our system – are you booking this 
because this is the way you like to book, or are you not in policy because this is what you 
wanted and I couldn’t stop you, or do you have a legitimate reason?” – Small company 

“To consider it, I would need a feature that would go for approval. I need to review 
everything they do.” – Small company 

While there is definitely interest in “open booking” capabilities among travel buyers, most would not 
consider it a requirement. Rather, it would be more along the lines of a welcome functionality if it is 
included as part of a given solution, but one that travel buyers would not count as a top priority 
when evaluating their choices for alternative systems. 

“Open booking capabilities are sort of a nice to have. My travel program is not structured 
enough.” – Small company 

“Give travelers more options that are within policy without open booking…we may consider 
open booking down the line, but it’s too far to go for now. The system will pre-load our 
policy so travelers will know if their selections are in or out of policy when they book and it 
will have expense reporting capability.” – Large company 

2. ROLE-BASED REPORTING  

Given that monitoring travel behavior and spend is the top priority for travel buyers, dynamic 
reporting features are of extreme importance for any new travel management solution. Travel 
buyers expect the reports made available to them to provide detailed insight into the booked travel 
and expenses of their travelers, allowing them to better negotiate with travel suppliers, track 
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 “I think benchmarking 
at the traveler level is a 

real innovation that’s 
going to change how 

travelers behave.” 

 – Small company 

travelers’ whereabouts and compliance, stay within budget, and forecast for the future. Several 
want to be able to slice and dice data at their leisure, and having access to easy-to-navigate 
dashboards is a huge priority. For many travel buyers, a new solution having the reporting 
functionality they desire would be a primary requirement, without which they would not be willing to 
consider the solution any further. 

“Often time reports are delayed because they come from multiple sources, in different 
formats and locations. Moreover, we only get a fractioned view of the overall spend. It’s 
important to see the complete travel and expense data in real-time and historically—even 
better if we can get a role-based dashboard with alerts to ensure compliance and help the 
managers make the right decisions for the business.” – Large Company 

 “Everything related to reporting would be important – accounting, vendor usage, 
compliance issues, breakdown by department, dashboards that are available for each 
department with pertinent information for budgeting and planning.” – Large company 

“[We would want to receive reports with] who the vendors are that we’re spending money 
with, number of trips per year, x number of nights at this hotel – all the information that 
would help us in knowing overall spend.” – Large company 

“I want to see what the expected cost is for the trip, and how do we compare to that – that’s 
really, super important…I just want to be able to do a quick glance on a dashboard.” – 
Small company    

There are several offerings in particular that travel buyers would like to see in the reporting 
functionality of a new solution. One of the most valued features would be the ability to receive real-
time reports that could be accessed without having to contact the TMC. There needs to be no delay 
between when travel takes place and when reports are received, facilitating more timely expense 
management and reconciliation and making it easier for travel managers to enforce policy and 
uphold duty of care responsibilities. A feature producing reports that reliably integrates various 
information streams and that are in a format allowing data to be easily manipulated would also be 
desirable.  

“Reporting – real time ideally, how can booked data be integrated into the traditional 
system? [We would want] choices, like if you wanted to go into Excel or other software so 
you could manipulate the data…”  – Small company 
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 “Duty of care IS the reason 
why you would want to have an 

open booking platform. It’s a 
very simple equation. It’s the 
probability that something will 
go wrong times the amount of 
money you lose in a lawsuit. If 
your duty of care is cheaper 
than that, you win. Peace of 

mind is worth a lot.” 

– Small company 

3. DUTY OF CARE FEATURES 

Having a system that arms them with the tools 
necessary to proactively manage risk and their duty 
of care responsibilities is another critical factor for 
nearly all travel buyers. Travel buyers want to be 
aware of where their travelers are and how to help 
them in case of emergency, from both a legal and 
ethical standpoint. Some also have company policies 
that limit the number of employees that can take a 
specific flight or stay at a specific location, so 
features that could help them adhere to these 
policies would be considered helpful. 

 

“Duty of care features would be useful – 
knowing information that is affecting overall 
travel getting out of the country or 
specifically this incident at this airport...we 
want to know where are they now, can we 
get them out, can we re-route?” – Large company 

“We have a policy where you can’t have any more than 10 people, or a manager and 2 
direct reports, or 6 members of our board on the same flight…[duty of care features] would 
be very, very important for us.” – Large company 

 

4. CLOUD-BASED TECHNOLOGY 

The majority of travel buyers would want any new travel management solution they adopt to offer 
cloud-based technology rather than to require that software be installed on the company’s servers, 
though cloud compatibility would not be a hard requirement. Nearly all travel buyers are optimistic 
about the convenience value that they expect cloud-based technology to bring to the table, for both 
them and their travelers. Even those travel buyers who do not have a strong preference one way or 
another tend to lean towards electing cloud technology for their next solution. This is primarily 
because they assume that their company is at least moving in that direction and suspect cloud 
technology to have advantages over server-based systems (though they may not be entirely clear 
on what these advantages are specifically). 

“We haven’t discussed a cloud-based system but our mentality is to prefer cloud-based 
service. We have single sign-on and travelers need access all the time so a cloud-based 
service would have some advantages” – Large company   

“Cloud would be fantastic so they could accesses it anywhere.” – Small company 

“I prefer a cloud-based system; going through our system requires our internal IT 
department to do coding and that’s causing delays in the process. With the new system just 
one small piece requires internal coding. It will be constantly expandable with few 
limitations – scalable.” – Large company  

However, there are a few travel buyers who are somewhat wary of solutions that are cloud-based 
due to concerns regarding their company’s data security policies and legal implications that may 
arise from adopting a solution that is not based on their internal servers. 

“I would want a cloud-based system since the future is moving in this direction, but my 
company would want to control it on their own server so would prefer local software over 
cloud-based.” – Large company   
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5. SEAMLESS INTEGRATION OF PLATFORMS 

In addition to making their travelers’ lives easier, travel buyers would also want a system that 
affords the same courtesy to them, as well as to their colleagues in other departments that would 
have a need to access the system, such as for travel expense reconciliation purposes. They feel 
that the most effective way to simplify their jobs would be having access to a solution that provides 
seamless data integration between the various sources that feed into the system, so that 
information can be quickly accessed, compared, and queried as needed without staff having to 
manually merge the different data streams to obtain answers to their questions. Travel buyers 
would like to see data from expense tools, online booking tools, and other third party applications 
working in conjunction without issues. They would also like to see reports that showcase this 
combined data. This would save them hours of manual data merging and would give them more 
time to focus their attention on other pressing tasks.  

“Integration – with my corporate cards, with my expense tools, with my system…this is 
probably the number one priority, they have to talk to each other.” – Large company 

“The tool’s integration with the TMC needs to be really tight so that when someone needs 
help it’s easy to get, we can leverage good adoption…The tool has to be able to really 
support our program, in all respects…There needs to be an ease of integration with our 
internal working environment and any 3rd party systems that might have to work with.” – 
Large company 

Travel buyers are also keen on a solution that offers a smooth convergence of platforms because 
having access to combined information from expense, online booking, and supporting tools would 
make it easier for them to track bookings outside of the system and to encourage traveler 
compliance. 

“I believe one platform for both travel and expense and a combined function for reporting 
will bring us better data. We need a more comprehensive tool that will offer employees 
more options and keep them within the system instead of circumventing it.” – Large 
company 

“How to capture open bookings – we’re moving beyond that for the disaster side. On the 
routine side, we are looking at open bookings. We want to capture it and integrate the data 
into the record. There is no single system that integrates bookings and the expense data for 
us; we need to do it ourselves. We wish it could be done automatically.” – Large company 

6. MOBILE SERVICES 

Nearly all travel buyers consider the ability to book travel using mobile devices – and, ideally, 
directly through a dedicated mobile app – an essential prerequisite to adopting any new booking 
and travel management solution. While several acknowledge that some of their travelers are 
reluctant to embrace it, the majority of travel buyers think that mobile technology is the future and 
therefore remain strong in their belief that fully-functional mobile compatibility is not a feature that 
can be compromised when shopping for new solutions. By this, travel buyers expect that a new 
solution will be able to support management of all aspects of a trip – from booking before the trip to 
checking in with providers to managing expenses after the trip – through mobile devices alone. 

“Some of our travelers are resistant to doing new things on their phone but most are pretty 
excited about getting text message pop-ups with additional information about hotels, cars 
and flights…I want [a new solution] to be accessible via mobile and a website that opens 
easily when traveling and doesn’t take a lot of bandwidth to use.” – Small company 

“There are a lot of TMCs that have a lot going through mobile, like Concur, but being able to 
make the whole reservation through an app would be best.  We want to see complete trip 
management through mobile devices.” – Large company 
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There are some features in particular that travel buyers would like to see offered as part of these 
mobile-ready solutions. For example, a feature that several travel buyers currently have in their 
expense management systems – and one that they would definitely like to maintain access to in a 
future solution – is a platform that allows travelers to take pictures of their receipts and then 
processes these receipts to facilitate expense management and reconciliation. 

“Absolutely require it to be accessible through a mobile application on all mobile devices, 
this is a huge part of the consideration...I would want the capability of taking pictures of 
receipts, uploading them to the receipt store like you can with Concur currently…I like that 
Concur uses OCR technology and automatically starts a report with itemized items based 
on these pictures.” – Large company 

“We need OCR reader technology for receipts, and the ability to automatically draw receipt 
data into our automated expense system will make compliance easier.” – Large company   

Travel buyers also hope that in addition to offering easy-to-use booking and expense capabilities 
through a mobile application, potential new solutions will be designed in such a way that last-minute 
changes to an itinerary or expense report will be simple for travelers to make on the go without 
having to consult the travel department for assistance. Needless to say, this would make life easier 
for both travelers and travel managers, and would have the added benefit of providing travelers with 
an in-policy contingency plan in the face of unexpected cancellations and other circumstances.  

“A Concur app would be fantastic. Right now I don’t think it is up to par. It has very little 
information and gives them very little opportunity to change a flight or any information on 
the itinerary on the fly. The app does not let them make a change. Because of the way we 
are set up, they have to track me down and have me do it for them.” – Small company 

“We just picked up a travel disruption service that identifies issues with your flight and pro-
actively sets up alternates and changes. Travelers receive alerts on their mobile phones 
and have the option to accept the changes or make alternative plans. This allows travelers 
to stay in compliance with our policies.” – Large company   

7. USER-FRIENDLINESS (GATEWAY) 

Ensuring that a given travel management solution is easy to use is one of the most top-of-mind 
considerations among travel buyers. They want the assurance that using a new solution would be a 
simple, hassle-free process that ideally does not have a steep learning curve, especially for their 
travelers. This is because travel buyers recognize that in order for increased compliance, booking 
through the system should be a more straightforward process than booking outside of it; the more 
user-friendly and updated the company’s travel booking and expense management system is, the 
more likely employees are to use it and thereby stay within corporate policy. 

“User-friendliness – I shouldn’t have to be a programmer to use it. [It should be intuitive] for 
travel managers and the travelers as well…” – Large company 

“We would need to look at tools in the marketplace in terms of ease of use for employees, 
ease of use for the accounting department, ease of access into the Oracle system...” – 
Large company 

“Must be user-friendly and give people different options for flight, hotel, what is in and out of 
policy.” – Small company 

8. DEDICATED CUSTOMER SERVICE  

Several travel buyers would require a new travel management program to come equipped with 
access to a dedicated team of highly qualified customer service consultants who would be available 
to help them and their travelers with bookings and other concerns around the clock. Travel buyers 
often prefer a team of professionals who are specifically assigned to work with their company so 
that there is a personal, established relationship with the customer service team; this way, there is a 
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“concierge type of feel” and customer service representatives will be more familiar with travelers 
and their needs. This seems to be especially true of smaller companies who want to ensure their 
small volume of travelers receive top notch customer service. Travel buyers also stressed the 
importance of customer service that was not restricted to standard hours of operation. Especially 
taking into account global companies operating in various different time zones and companies with 
non-traditional schedules, reliable after-hours support from dedicated agents seven days a week is 
a crucial aspect for some.  

“Customer service hotline – top level execs should have more priority, a different hotline; 
regular employees should have a dedicated service team to call if stuck…” – Large 
company 

“After hours customer service [is a key requirement] – during the weekend, I don’t want to 
be on hold forever.” – Small company 

“Customer service – we are dealing with language barriers, [so] they must be highly trained 
agents.” – Large company 

9. CUSTOMIZED FEATURES TO SUIT THE ORGANIZATION 

Though it is not necessarily considered an essential requirement of a new travel management 
solution for all, customization options would certainly make a potential solution more attractive. 
Some travel buyers would like a solution that is able to segment travelers and even clients/vendors 
so that important characteristics and preferences can be saved into the system, reducing the time 
and effort spent especially when booking travel. Additionally, some would like to be able to 
customize the look and feel of the system, without needing to seek support outside of their 
organization to incorporate their branding and make the tool feel more reflective of their company 
values and culture. 

“It would be helpful to know traveler preferences and somehow have it in the system 
already so when they’re doing their searches that stuff is already taken into consideration; 
for example, if someone always wants an aisle seat...” – Large company 

“[We would want the] ability to segment travelers and have more ability to manipulate the 
system and not have to seek so much outside support… It would be nice to incorporate our 
branding – many of our other systems do that [and] look like our system, not the outside 
tools [they are].” – Large company 

Another type of customization of particular interest to global companies and organizations that are 
looking to expand internationally would take into account the varying needs of travelers in different 
regions and countries around the world. A number of travel buyers who work for companies that 
have operations outside of the United States would like to see new travel management solutions 
that can accommodate different languages, currencies, and providers depending on where a 
traveler is based or travels..   

“The ability to meet our local market needs [would be key] because for us we have travelers 
from so many different locations, it’s not just the US market, so we would look for as much 
capability as possible – truly useful capability – at a local level. For instance, when you go 
to Canada, you have a solution that supports the French Canadian language, the local 
providers, the local trains, airlines; the tool needs to meet the needs of people in each 
market. There are subtleties that are appreciated locally that benefit travelers.” – Large 
company 

“We also need foreign exchange capability for many different currencies.” – Small company 

10. PRIVACY AND DATA SECURITY  

While fast access to information regarding employees’ travel behavior and spend is important, 
travel buyers must balance this need with the need to keep travelers’ personally identifiable 
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information and other data secure within whichever system they use to manage travel. With data 
being passed through so many different channels and being integrated at several touchpoints, the 
risks of compromised security become increasingly high. Several travel buyers therefore see a 
secure system that protects their employees’ and clients’ data from interception or misuse as a key 
requirement for a new travel and expense management solution. 

“You obviously want to [take into account] security and data privacy issues. We have [these 
issues] as a global company and this is an ever-growing concern.” – Large company 

“We would have to have the security compliance for the data [in the system].” – Small 
company 

ADDITIONAL FEATURES 

As no company is the same and each has needs and goals that may be specific to their culture and 
travelers, there are even more features that certain travel buyers want that could make a new 
booking and travel management solution more attractive to them. For instance, some travel buyers 
have employees that do not necessarily travel by just air or rental car, and would like a system that 
provides an easier way to book alternate modes of transportation, such as rail. There are also some 
travel buyers that often need to book travel for employees in groups, and a solution that provided a 
more hassle-free way of booking multiple travelers at once would be appreciated. 

“The tools need to be easy to use and give the travelers what they need - the places they 
want to go to, the modes of transportation that work for them, low cost airlines that work 
them. Train is very important, that is still a challenge.” – Large company 

“It would help if the technology was more group friendly – we can have up to 50 people 
traveling together. Even in [the system we use] a reservation for 50 people doesn’t print and 
pull information for each individual - it doesn’t show the names in a group if more than 4 
passengers are on the same record. There are some fantastic payment solutions that 
everyone touts but they don’t work for groups; all the solutions are for booking 1-2 people at 
a time. We cannot build travel plans for 2 people at a time – it’s not cost-effective when we 
have a large group traveling together.” – Large company 
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CONCLUSIONS 
Travel management solutions provide many benefits to travel buyers in streamlining their processes 
and serving travelers, but they look to technology to do more in helping them meet their goals of 
risk management, traveler satisfaction, controlling travel spend, and effectively negotiating with 
suppliers. As we move into the future travel buyers will seek out solutions that can successfully 
provide: 

• “Open booking” technology capabilities that provide them with insight into travelers’ out of 
program bookings. 

• Real-time, self-service reporting features that make this data available in a format easy to 
manipulate and analyze.  

• Platform ecosystem and the seamless integration of travel booking and expense partners 

• Duty of care features that keep them informed of travelers’ whereabouts and safety 

• Full compatibility on all mobile devices at every stage of the travel booking and expense 
managing process - ideally with features such as Optical Character Recognition (OCR) for 
managing receipts and mobile alert notifications of changes in itinerary 

• Easy to navigate, user-friendly and up-to-date interfaces that require minimal outside 
assistance 

• Data access and storage on a convenient, cloud-based platform 

• Well-trained, dedicated customer service representatives available at all times 

• Opportunities for a customized look, feel, and functionality of the tool as necessary, 
including localization and the ability to support different languages/currencies/providers, as 
well as the ability to save traveler preferences and profiles within the system 

• Assurance that the privacy and security of the data in the system will not be compromised 

• Additional features and functionalities, including but not limited to: easier rail bookings, 
more regard for time-cost considerations within the system, and the ability to book in groups 

 



The Future of Travel Management Solutions 
© 2014 GBTA and its affiliates. All rights reserved. 

25 

ABOUT THE STUDY 

GBTA Foundation in partnership with Concur commissioned Rockbridge Associates, a national 
market research firm, to conduct this qualitative research study. A total of 25 in-depth telephone 
interviews were conducted with GBTA member travel buyers and one with a Concur customer. The 
interviews were 30-60 minutes in length, covering the topics in this whitepaper. To qualify to 
participate in the study, a travel buyer had to be responsible for recommending and/or deciding on 
new travel solutions for their organization. In addition, a travel buyer’s company had to either have 
an open-booking solution in place or be willing to consider one in the next two years. The interviews 
included a mix of organization sizes, including 5 small companies (less than 500 employees) and 
20 large companies (500 or more employees). 
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About the GBTA Foundation. The GBTA Foundation is the education and research arm of the 
Global Business Travel Association (GBTA), the world’s premier business travel and corporate 
meetings organization. Collectively, GBTA’s 5,000-plus members manage over $340 billion of 
global business travel and meetings expenditures annually. GBTA provides its network of 21,000 
business and government travel and meetings managers, as well as travel service providers, with 
networking events, news, education & professional development, research, and advocacy. The 
foundation was established in 1997 to support GBTA’s members and the industry as a whole. As 
the leading education and research foundation in the business travel industry, the GBTA 
Foundation seeks to fund initiatives to advance the business travel profession. The GBTA 
Foundation is a 501(c)(3) nonprofit organization. For more information, see gbta.org and 
gbta.org/foundation. 
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