
The financial services industry is faced with unique 
challenges that demand attention in governing their 
travel and expense (T&E) management processes. Heavy 
regulatory requirements, along with security, risk 
management, and staffing shortcomings are some of the 
key focal points that need to be addressed. 

The impact of these issues puts a premium on establishing the 
required procedures, controls, compliance metrics, internal 
auditing standards, data integrity, and transparency. Meeting 
these requirements begins with proactively controlling costs and 
building expense policies into the solution. This enables managers 
to have real-time access to budget and spend information that 
only a cloud-based expense management solution can provide. 
Data security is another overarching issue and an absolute must-
have in this environment, which also makes a robust cloud-based 
solution attractive. 

Due to staffing challenges in the financial services sector, there is 
also the need to have a mobile-enabled, traveler-friendly solution 
that allows the company to convey a positive message about their 
use of modern technologies. This is an important message to send, 
because financial service organizations are perceived as 
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capabilities Leaders are leveraging for their superior performance. 
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Leaders vs. Followers 
Performance 

• Percentage of business 
travel spending is under 
management 

o Leaders – 71% 
o Followers – 39% 

 
• Percentage rate of 

compliance to corporate 
T&E policies for company 

o Leaders – 84% 
o Followers – 55% 

 
• Number of days it takes for 

an expense report to be 
approved for 
reimbursement  

o Leaders – 3.2 Days 
o Followers – 9.9 Days 

 

“technology challenged” – a reason why they have trouble 
attracting younger talent. Any positive technology message is a 
plus for their recruiting efforts. They term their approach to these 
positive communications as “over-investing in employees.” 

T&E Performance and Management Capabilities Critical to 
Success for Financial Services Companies 

The performance standards established by Leaders vs. Followers 
(sidebar) are the levels that financial service companies need to 
gain and maintain control of their T&E (in response to regulatory 
and compliance requirements). Leaders have 84% more travel 
spend under management, at 71% adoption, and they are at an 
84% compliance rate to corporate T&E policies, vs. 55% for the 
Followers. 

Figure 1: Key Capabilities for Financial Services T&E 

 

Having a documented process for the submission of expense 
reports is essential to establishing a regulatory control and 
compliance baseline for audits and reporting. Leaders have 100% 
adoption, the standard needed in financial services.  
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Policy Capabilities 
Regulatory and Risk 
Management 

• Have a formal Travel Risk 
Management policy 
currently in place 

o Leaders – 57% 
o Followers – 25% 

• Primary regulatory risk 
mitigation - analyze data and 
extract intelligence to 
enable timely business 
decisions on non-compliance  

o Leaders – 65% 
o Followers – 38% 

 
Duty of Care 

• Have Duty of Care Policy 
o Leaders – 43% 
o Followers – 13% 

• Emergency provisions 
o Leaders – 89% 
o Followers – 74% 

 

Having enterprise-wide visibility into the aggregate T&E enables 
an organization to have its finger on the pulse of all expense 
activity at all times. Surprises − in a heavily regulated industry − 
signal a lack of control. This is precisely why visibility is so 
important. Insight can provide the early warning to an issue that’ s 
needed in time to allow corrective action. This responsiveness is a 
contributing factor to high compliance levels.  

One of the biggest strengths shown by the Leaders is their 84% 
greater likelihood of tracking and monitoring compliance with 
corporate travel policies. The fact that they perform this 
measurement, alone, indicates control and drives higher 
compliance, because what gets measured, gets attention. Another 
strong point of cost control and compliance is pre-trip 
authorization. Solving an out-of-policy spend issue beforehand 
(through the pre-trip authorization process), is much easier than 
explanations after the fact for deviations.  

End-to-end reporting and total trip cost visibility provide the 
insight and transparency for regulatory reporting. Coupled with 
real-time views against current travel budgets, the end-to-end trip 
reporting provides control and compliance at the level of 
execution. This procedure simplifies the process up front, resulting 
in the prevention of compliance issue corrections after the fact.  

Managing regulatory risk is also critical in a heavily regulated 
industry like financial services (see sidebar). Leaders are 71% more 
likely to analyze data, and extract intelligence, to make timely 
business decisions on non-compliance. (This effort is a proactive 
practice used to minimize any non-compliance issues.)  

Strategies for Over-Investing in Employees 

A big concern for the financial services sector is talent acquisition, 
due to the high level of regulatory constraints imposed on the 
industry. The freedom demanded by some millennials, on using 
their mobile devices, may be a challenge that is difficult to 
overcome. Not surprisingly, millennials are digital natives and 

100% 
of Leaders have a 
documented process for 
the submission of 
expense reports, 
including escalations and 
exception approvals.  
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want a consumer-like experience even in their professional 
environment. There will be some controls required in the financial 
services sector, that companies in other sectors, such as 
technology, are unlikely to have. However, where there is the 
opportunity to engage employees using their own devices, having 
a fully mobile-enabled T&E solution that captures spend across 
any channel and category of spend, is one application that 
financial service companies can offer them. 

Figure 2: Employee “Over-Investment” Strategies 

In addition to the device access, mobile helps to ensure real-time 
data accuracy and insights, while also accounting for regional 
differences that might arise (such as currency and local regulatory 
requirements). When the policy itself becomes mobile, employees 
gain real-time feedback. As a result, compliance will increase as 
out-of-policy spend is prevented and expense-related workflows 
are accelerated. On top of all that, the administrative load 
required to manage the process is significantly reduced. Mobile, in 
this case, is a win-win. 

Over-investing in employees can be demonstrated by 
performance as well. As shown in the sidebar on Leaders’ 

33%

53%

47%

60%

87%

100%

42%

58%

58%

89%

95%

100%

0% 20% 40% 60% 80% 100%

Ability to book flights,
transportation, or rentals via

mobile device

Travel content delivered based on
employee preferences and

corporate policies

Expense management processes
can be managed remotely

Access to data / intelligence while
away from the office

Digital receipt imaging reduces the
need to keep paper receipts

Easier / more convenient expense
creation, submission, and entry

Percentage of Respondents  n=85

Leaders

Followers

Source: Aberdeen Group, March 2017 

http://www.aberdeen.com/
http://aberdeen.com
http://www.linkedin.com/company/aberdeen-group
http://www.twitter.com/aberdeengroup


 

 
www.aberdeen.com     

 

performance (see previous page), a key element is the time it 
takes for expense reports to be approved. The Leaders are at 3.2 
days and the Followers are at 9.9, which is two-thirds less time for 
approval - the kind of response all traveling employees want to 
see.  

Figure 2 also shows the capabilities of Leaders who make the T&E 
solution a win-win experience for the employee and the company. 
Ease of submission eliminates frustration for the employee, while 
simultaneously improving visibility for the company by 
encouraging reporting sooner, rather than later. Eliminating paper 
with receipt imaging (using mobile apps), makes submission an 
easy digital process, rather than a cumbersome manual one 
involving copies and faxes. 

Beyond reporting their expenses, the Leaders are over 30% more 
likely to have access to intelligence while being remote. This 
improves their productivity and avoids the frustration of not being 
connected. Being able to manage expense processes from afar 
also improves the visibility and timeliness of reports since 
submissions and or approvals don’t have to wait until the 
employee gets back to the office. The same is true of being able to 
access the travel booking system remotely. This improves 
productivity for the employee, since they’ll be able to make travel 
arrangements on the road, putting dead time to good use. 
Facilitating this process, is the ability to have travel content 
pushed to the employee, based on their preferences, in a form 
they can use to make their arrangements and book their travel.  

As far as traveler protection, we reference the sidebar on policy 
capabilities regarding Duty of Care (page 3). The Leaders are over 
three times as likely to have a policy in place, compared to the 
Followers. Also high on the list of responsibilities for a financial 
services firm, is to insure traveler safety and security. Minimizing 
any security risk would be part of the minimum table-stakes for 
security as mentioned earlier. Emergency provisions are part of 

 Read the full report, 
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the duty of care responsibility and Leaders show an adoption 
advantage of 15 percentage points.  

Summary and Key Takeaways 

The financial services industry has a unique blend of requirements 
that their T&E solution must meet. They are in a heavily regulated, 
low risk tolerance business, that is highly dependent on the 
security of their data. These firms must demonstrate a high 
degree of control, compliance, and transparency in their 
operations and reporting. Their industry is also constrained on 
talent acquisition, due to some industry restrictions on access and 
control. This is a deterrent for millennials, who refuse to work for 
companies that have restrictions on using their mobile devices.  

The capabilities, shown by Leaders, address the concerns of 
financial service companies, showing 84% compliance with 
corporate policies, and 84% more spend under management. 
Their visibility to the aggregate spend, along with real-time audit 
and analytics capabilities, enables transparency for these top 
companies to see, address, and avoid compliance issues sooner, 
rather than later. 

Their “over-investment” in employees for a T&E solution is also 
addressed by a strong mobile-enabled solution. This takes the pain 
out of reporting remotely, while providing functionality to manage 
travel and expense management while on-the-go. 

Aberdeen recommends that financial service organizations adopt 
the approach and capabilities demonstrated by the Leaders in 
determining how to address their T&E solution’s unique industry 
requirements and mandates. At the same time, organizations can 
use their T&E solution as an “over-investment “opportunity in 
employees, to showcase their commitment to adopting the most 
efficient technology wherever possible. 
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