SAP Concur

SAP Concur Case Study

Concur Travel Reseller | Concur TripLink | Concur Compleat

Optimizes Travel Data with SAP
Concur Solutions to Better Serve their Customers

As a global travel management company, Travel Incorporated improves
processes and visibility with ‘invisible bookings’ to identify leakage, better

leverage negotiated discounts, and ensure the highest level of duty of care
for their travelers.
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Quick Facts

Company Name

Travel Incorporated

Company Size
300 employees

Solutions

» Concur® Travel Reseller
- SAP Concur Preferred Partner
- SAP Concur Certified TMC

» Concur® Compleat

« Other SAP Concur systems Travel Inc. uses:

- Concur Request Product

- Concur® TripLink

- Concur Seat Finder

- Concur® Expense

- Compleat Traveler Self-Serve

- Proprietary app from Compleat
- Third Party Meeting

- Multiple Client integrations

Location
Duluth, Georgia

Industry
Travel Management Company (TMC)

ABOUT TRAVEL INCORPORATED

Why SAP Concur?

Travel Incorporated (TI) has partnered with SAP
Concur to deliver the most comprehensive and
respected online booking solution available for
today’s business traveler. Through seamless
integration of Tl's applications and processes, the
SAP Concur travel platform delivers new standard
in policy compliance, cost recovery and avoidance,
enhanced user experience, and traveler tracking to
ensure the very best in duty of care within the
travel industry.

Travel Incorporated is a global travel management company, with a passionate commitment to
understanding the needs of today'’s travelers and the importance of customizing and personalizing
corporate travel programs. For over four decades, Tl has cultivated a premier industry reputation
on a foundation dedicated to high-touch servicing; high-tech, efficient tools and software, and state
of the art cost recovery and avoidance mechanisms.
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Identifying Invisible Bookings
through Technology and Data

Travel Incorporated (Tl) is a global travel management company leading the industry in
travel technology development, data analytics, traveler satisfaction, and stakeholder cost
savings recovery and avoidance for over forty years. Tl's mission is to be an easy company
to do business with and the absolute best in customer service, which is demonstrated in
every touchpoint of the travelers’ journey,

Today's business travelers have a myriad of choices as to how they book their travel. These
buying decisions create ongoing challenges for the travel management company (TMC) by
way of accuracy in the consolidation of data, traveler tracking, and duty of care.

Historically, unless the bookings were transacted through the online booking tool or via a
TMC's travel consultant, there were significant limitations to bringing out of policy booking
leakage until well after the travel commenced, or traveler checked into their hotel. As Tl
continues to excel in delivering a quality experience to their customers, the company
identified the need to

This desire for comprehensive visibility led Tl to leverage SAP Concur’s open APIs and mid-
office Compleat platform, accessing and

. Specifically, Travel Incorporated became able to reference raw data in the AP,
integrating the flow into their proprietary global data warehouse, performing automated

data scrubbing, and then analyzing the comprehensive data within Tl's in-house Evolution
reporting platform.

“The tapestry of our commitment is fueled by utilizing
today's technology to deliver what our clients need to
efficiently run and manage their global travel programs,
while making every interaction an ‘over the top’ experience.
Fully utilizing tools such as Concur Compleat, and
optimizing our integrations with Concur Travel, delivers an
enhanced traveler experience resulting in

Linwood Hayes, Chief Information Officer, Travel Incorporated
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Better
Visibility

Travel Inc. worked with SAP Concur to access their mutual
customers’ Concur® TripLink data through SAP Concur’s open
APl and the SAP Concur mid-office Compleat.

included an API Integrations Engineer,
a Database Engineer, and a Report Writer or Analytical
Developer.

“The most challenging portion of this project is what happens
after you have access to the customers’ TripLink data. It is
, identifying any
duplicates as well as creating filters to stop transactions such
as leisure bookings or personal bookings from entering the
TripLink database,” says Hayes.

After integrating the tools into their systems, Tl was able to
leverage all traveler data, which

. Specifically, the TMC
has added new services, established processes to filter and
leverage data to customize bookings in near real-time.

This capability of providing customers with clean, accurate,
and comprehensive data intelligence
possible.

“Many of our customers really

and want that
reporting to understand what those
percentages are, so they can use
them when they meet with suppliers.”

Linwood Hayes, Chief Information Officer, Travel Incorporated
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of Out of Channel Bookings

Another way that Travel Incorporated maximizes
data is through their “Travel Watch' report, which

allowing them the ability to manage the data as
they do with other transactions within their
programs.

Today’'s modern business travelers endeavor to
make the choices they believe are in the best
interest of their company, whether booking
outside of their preferred channels due to a
dedicated group space, or simply by thinking
they will receive a lower price.

Travel Incorporated realized that out of channel
bookings will happen regardless of the very best
travel program efforts. As a result, Tl elected to

. Capturing TripLink
transactions proved to be the vehicle for this
necessary change.

“Out of channel bookings have and will continue to
be a part of corporate business travel. Embracing
this behavior as a necessity within your reporting
and analytics capabilities will transform your
understanding of traveler buying behaviors, and
dramatically benefit your duty of care
responsibilities,” shares Hayes. “

Rather, capturing
TripLink transactions proved to increase program
effectiveness and visibility given current employee
booking practices.”
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Through the integration of TripLink, Tl was able to
confirm the upward trending of in-policy bookings,
and the improved customer service in supporting
those bookings that were happening outside of the
managed travel program. This

Hayes also shares that “getting the out of channel
data [gives] more visibility to support customers.”
Having the transparency into travel spend
provides our clients the information they require
to continuously review their policy, consider new
preferred partnerships, and demonstrate to their
travelers their intent on understanding their travel
requests and reasons for buying decisions. For
instance, a travel manager might realize that many
employees are booking stays through home-
sharing services such as Airbnb.

Tl ultimately found that their

as a result of these functionalities. “One
customer shared that receiving an up to date
TripLink (TravelWatch) report was awesome news,
therefore, it was less of a battle to get their
travelers to use TripLink and are now capturing
more travel spend data,” says Hayes.




to Focus on What Matters

Travel Incorporated has been able to automate
processes and eliminate tedious manual tasks by
using Concur® Compleat in their agent workflow.
As aresult of this automation, Tl has realized

, ensuring their number one
focus is on customer service and traveler
satisfaction. Through Compleat fuctionality, Tl is
able to better manage and automate travel details,
such as preferred seating, as well as important
logistics including automated schedule changes.
Tlisn't the only company finding value in the
service —in 2019, Concur Compleat is expected to
ticket over 120 million reservations.!

PAST, PRESENT, AND CONTINUED SUCCESS
Over the years, Travel Incorporated has expanded
their ability to exceed the needs of their customers
by

. Having solutions that
integrate into each managed travel program has
been a key part of Tl's success.

Today, Tl highlights its SAP Concur partnership as

it allows the company to provide more solutions
for its customers, such as online booking,
automating and optimizing websites, quality
control, and an

Going forward, Travel Incorporated will be
integrating the TripLink data into their TripInsights
graphical reporting platform, which features
dashboard technology as well as predictive
analytics. By consuming Concur TripLink data, and
using Concur Compleat and other SAP Concur
solutions — Tl streamlines processes, emphasizing
customization and timeliness, and

“Customers having insight into TripLink bookings

bring value by identifying who is booking outside
the managed program and why,” explains Hayes.

“This visibility into all travel bookings assists the

Procurement or Travel Manager by working
directly with their travelers as they clearly
articulate the benefits of

,and

improved service to them individually for



https://www.concur.com/newsroom/article/flight-centre-travel-group-expands-use-of-concur-compleat

SAP® Concur® solutions simplify expense, travel, and
invoice management for greater visibility and control.
For more than 20 years, these leading, innovative
solutions have kept customers a step ahead by
delivering time-saving tools, connected spending
data, and a dynamic ecosystem of diverse partners
and apps. User-friendly and business-ready, SAP
Concur solutions unlock powerful insights that help
businesses reduce complexity and see spending
clearly, so they can manage it proactively. For more
information, visit concur.com.
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Travel Inc. is able to bring

outside bookings back into their
customers’ managed travel
programs with Concur TripLink.
The added visibility provides
opportunity for new partnerships
and discount negotiations.

By automating manual tasks
by using Concur Compleat,
Travel Inc. employees can
better manage travel details
and logistics, elevating their
customer service productivity.
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Travel Inc.s customers benefit
from the ability to apply duty
of care for travelers, including
invisible bookings, as a result
of using Concur TripLink to
capture bookings across
channels.


https://www.concur.com/en-us/financial-services-solution

SAP Concur

Learn more at
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© 2019 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or
for any purpose without the express permission of SAP SE or an SAP affiliate
company.

The information contained herein may be changed without prior notice.

Some software products marketed by SAP SE and its distributors contain
proprietary software components of other software vendors. National product
specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for
informational purposes only, without representation or warranty of any kind,
and SAP or its affiliated companies shall not be liable for errors or omissions
with respect to the materials. The only warranties for SAP or SAP affiliate
company products and services are those that are set forth in the express
warranty statements accompanying such products and services, if any.
Nothing herein should be construed as constituting an additional warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue
any course of business outlined in this document or any related presentation,
or to develop or release any functionality mentioned therein. This document,
or any related presentation, and SAP SE's or its affiliated companies’ strategy
and possible future developments, products, and/or platform directions and
functionality are all subject to change and may be changed by SAP SE or its
affiliated companies at any time for any reason without notice. The information
in this document is not a commitment, promise, or legal obligation to deliver
any material, code, or functionality. All forward-looking statements are
subject to various risks and uncertainties that could cause actual results to
differ materially from expectations. Readers are cautioned not to place undue
reliance on these forward-looking statements, and they should not be relied
upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their
respective logos are trademarks or registered trademarks of SAP SE (or an
SAP affiliate company) in Germany and other countries. All other product and
service names mentioned are the trademarks of their respective companies.

See http://www.sap.com/corporate-en/legal/copyright/index.epx for
additional trademark information and notices.

THE BEST RUN w


https://www.concur.com

