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Why financial decision makers (FDMs) need to focus on 
the employee experience

Financial decision makers (FDMs) understand the negative impact unmotivated employees can 

have on company performance and the cost of replacing skilled staff. These challenges can 

hurt a firm’s bottom line, which is why FDMs need to take action to mitigate them by focusing 

on the employee experience.

Increased employee satisfaction can result in higher engagement, increased productivity, and 

lower turnover. It is also tied to a better customer experience. Your employees are often at the 

front line of customer interaction and it’s difficult to keep customers happy if your staff is 

disengaged. FDMs can impact employee satisfaction by implementing automated travel and 

expense (T&E) and supplier invoice management solutions.

In a study of small and medium-sized

businesses (SMBs), AMI–Partners found 

that increasing employee satisfaction was 

among the top challenges cited by 

SMBs*. These firms often face budgetary 

constraints and are operating in an 

economy where unemployment rates are 

near historical lows, resulting in strong 

competition for top talent.

This report will present findings at the 

worldwide level and later focus on UK 

firms. The data highlights why FDMs 

should place a greater focus on the 

employee experience and how 

automating or optimising T&E and invoice

management solutions can help you to 

enhance the employee experience and by 

extension boost your company's bottom 

line.

Automation helps to enhance the employee 

experience and increase bottom lines by:

Simplifying the expense submission process to 

reduce frustration.

Facilitating mobility – enables employees to easily 

submit expenses and continue to work from any 

place and any device.

Enabling faster reimbursements – employees are 

happier when they get reimbursed sooner, which 

facilitates compliance.

Saving time for your AP teams - helping them avoid 

mundane tasks and focus on strategic/meaningful 

work.

Improving compliance and visibility – satisfied 

employees are less likely to submit inaccurate 

expenses, helping to improve visibility into 

company spend data.
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Enhancing the employee experience can result in:

Increased 
Productivity

Higher
Engagement

Lower 
Turnover

Growth in
Bottom Line

Improved 
customer 

experience

530 Hrs.

After automating, SMBs 

saved:

annually per finance 
employee**

*Source: AMI-Partners Travel & Expense and vendor invoice management study 2019 [See appendix]

**Average time saved by firms using an integrated T&E and supplier invoice solutions 



SMB employee trends: 
Changing dynamics in the workplace are impacting how 
decision makers need to engage with employees

More employees are working remotely than ever. Thanks to 

the ability to remain constantly connected, employees now 

have greater flexibility to work while away from the office. As 

businesses grow, they become more likely to have “on the go” 

employees. This includes everyone from team members that 

travel long distances for business to those that run across 

town to meet with clients. 

• 10% of SMB employees work from home full time*

• 16% of SMB employees travel for business at least 4 or 5

days per month

Growing businesses need to provide tools that enable their 

employees to work from anywhere.

The distributed workforce 

The Millennial (and Gen Z) Effect 

Millennials (born 1980-1996*) are putting their stamp on the 

modern workplace. As millennials make up more of the job 

market, Businesses face a new employee retention challenge. 

They are known to change jobs to gain new experiences, 

especially when dissatisfied. This generation grew up using 

technology in their everyday lives and are inclined towards 

advanced solutions to make their work more efficient. 

These challenges are exacerbated as “Gen Z” (born after 1996) 

begins to enter the workforce. This group is truly tech native 

and also has an affinity for job-hopping.  

Millennials are rapidly becoming decision makers. When in 

positions of influence, they are more likely to push for cloud 

and mobile solutions to support business growth plans and to 

ensure employees have the tools they need to do work at any 

time and any place.

of SMB Millennial 
business owners are very 
likely/likely to increase 
budget allocation towards 
SaaS (hosted cloud/ IT 
services)*

80%

SMB Millennial business 
owners plan to equip their 
employees with company 
provided mobile devices 
(cell phones/ tablets)*

52%

93%
of SMBs have employees 

that travel for work 

*Significant increase from

80% in 2018 study

*Source: AMI-Partners SMB IT tracker study 2019
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60% of FDMs agree that time taken away from strategic work was a 
top challenge prior to automating. Many employees want work that is 
challenging and has an impact on the company. Instead, they remain 
occupied with mundane tasks like manually filling out expense reports.

According to 57% of FDMs, a top challenge of manual T&E and invoice 
management was how cumbersome it was. Manual processes can be 
cumbersome because they are prone to errors, and result in wasted 
time and higher costs. Guided experiences help to ensure things get 
done right the first time.

59% of businesses cited protracted approval cycles as a challenge 
when manually processing travel and expense (T&E) records. A typical 
manual reimbursement process goes through multiple approvals 
stages resulting in delays that can be frustrating for employees.

Key challenges: 
Businesses face pain points that can impact their ability 
to provide a better employee experience

Businesses face a constant threat of losing employees to larger 

businesses. Larger firms can generally afford higher salaries, 

better benefits and more sophisticated IT solutions. Retaining 

talent is therefore a significant challenge for businesses with less 

than 1,000 employees. 

Automated T&E and invoice solutions can help to even the 

playing field for businesses. They can be customised to meet 

different budgets, they create cost savings resulting in a positive 

ROI, and they are simple for employees to learn compared to 

manual processes.

From a finance perspective, many of the overarching challenges related to employee experience 

can be tied back to manual processes, including management of T&E and supplier invoices. The 

top workplace issues which FDMs believe are impacting employee satisfaction are:

of businesses with 
less than 1,000 

employees agree 
Employee satisfaction 

is a top challenge

43%
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Less time for 

strategic work

Cumbersome 

processes

Delayed 

approvals cycles

60%

57%

59%



Top goals for SMBs: Businesses are focused on 
strengthening their workforce and providing better 
experiences for their employees

Investing in the right solutions can lead to greater employee buy-in, which can boost 
productivity. When asked about their overarching goals, many businesses cited objectives 
that are directly related to improving employee performance and  the employee 
experience. About 69% of businesses cited gaining access to highly skilled talent as a top 
goal. 

One way to attract talented employees is to invest in time-saving tools. Sixty-eight percent 
of firms consider using technology to improve efficiency and productivity to be an 
important strategic objective. 

Similarly, approximately 67% of businesses consider freeing employees from mundane 
tasks to be a top goal. About 3 in 5 businesses consider automating processes such as 
expense and mileage submission and tracking to be strategically important. 

It is essential to provide employees with a hassle-free experience wherever and whenever 
they need it - whether it be submitting receipts for office supplies, getting reimbursement 
for gas mileage, or booking a trip for a client meeting. 
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Employee Performance/Experience Goals

Gain access to highly 

skilled talent

Maintain existing number 

of employees

69%

64%

Free employees from mundane 

tasks to focus on strategic work

Provide automated expense 

submission and tracking

Enable employees to conduct 

more tasks on mobile devices

67%

58%

57%

% of  businesses responding  5, “Very Important” + 4, “Important” on a scale 

of 1 to 5, where 5 = Very Important and 1 = Not at all Important



Empowering employees “on-the-go”: 
Simpler processes for booking travel and submitting 
expenses are crucial for a better employee experience

Despite the shifting work landscape, the majority of 

businesses with less than 1,000 employees 

worldwide still rely on manual processes for 

managing and tracking travel, expenses, and 

supplier invoices. Only 21% of SMBs worldwide are 

using a dedicated T&E solution.* 

For many businesses, travel and expense policies 

are either non-existent or too confusing for 

employees to follow. More than half of SMBs do not 

have well defined T&E policies among which 14% 

have no policies whatsoever. 

Unclear policies lead to confusion when making 

travel plans and submitting receipts and can lead to 

issues during the expense approval process. 

An automated T&E solution can help you establish 

straight forward policies in alignment with your 

company’s processes. 

Automated T&E increases control by guiding 

employees to book travel through approved 

channels, which simplifies the process for 

employees on the go.

Optimising these processes can reduce unproductive 

employee hours and frustration by cutting down on 

tedious tasks. This enables greater efficiency and a 

better overall experience for employees. 

of businesses with less than 

1,000 emps use automated 

T&E and/or invoice 

management software*

21%

More than half of SMBs do not 

have well defined T&E policies 

in place

52%

of SMBs cited time savings 

thanks to better efficiency as a 

top benefit of T&E automation

62%
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Enhancing the employee experience with mobile 
solutions: Employees want to do more from their 
mobile devices

Employees are using mobile devices for 

everything from email to productivity apps to get 

work done. Extending that workflow to expense 

recording and submissions is a great way to 

facilitate a “work from anywhere” culture, which 

is so attractive to the modern workforce. 

In order to retain younger talent, businesses 

need to be progressive in terms of adopting up-

to-date solutions. 

Enabling employees to conduct more of their 

tasks on mobile devices is a top business 

transformation goal according to 57% of 

businesses with less than 1,000 employees. By 

adopting solutions that can be accessed from 

any device, FDMs will see a positive response 

from employees that are at home using mobile 

applications. 

With the right mobile T&E app, employees can 

snap a photo and submit receipts and not have 

to go through the hassle of saving receipts or 

scanning and emailing files. 

Managers gain the flexibility to sign-off on 

approvals from anywhere, reducing the burden 

of approving piled up expense reports at their 

desks.

We have a young workforce and a lot 
of employees were asking for mobile 

and online capability.
“

”– Finance Director –

Medium-sized consulting firm

People like the functioning of the 
app; it reduces the burden of one-off 
big processing to something I can do 

continuously. The end user 
experience is significantly better 

than manual processing

– Senior Manager –

Financial services firm 

57%
of businesses with less than 

1,000 employees want to 

enable employees to conduct 

more of their tasks on mobile 

devices

”

“
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Boosting employee satisfaction with faster 
reimbursements: When employees get paid faster, they 
are happier

Managing expenses manually often involves 

multiple parties signing physical documents. 

This can delay the reimbursement process, 

especially if an approver is unavailable or 

misplaces documents. Manual processes may 

mean payment via physical cheque, which 

requires that employees take extra steps to 

get the cash into their accounts. 

Many employees use their personal credit 

cards to pay for business expenses. Long 

approval processes can create personal 

cashflow challenges when the credit card bill 

is due.  

Automation can speed up reimbursements by 

streamlining approvals and ensuring that 

approvers get notified the moment an 

expense report is submitted. 

Automated solutions facilitate faster 

reimbursements. Not only does this save time, 

but employees are happier when they get their 

money quickly and seamlessly. 

On average, manually processing reimbursements takes: 

8 business days to get signed 

approval for expense reimbursements

10 business days for reimbursement after 

submitting expense report 
Among those who do not use any travel, expense or supplier 
invoice management solution

There are less people involved in 
getting people reimbursed now - you 
can pretty much get reimbursements 
anytime; now it just takes 5 days or 
less.  So yes; employee satisfaction 

has gone up. 

– Finance Director –

Medium-sized consulting firm

According to SAP Concur users : 

“

”

”

“ SAP Concur has facilitated the overall 
reimbursement process - team members 
are able to submit their expense reports 

right as they occur. If the manager 
approves that same day, the money is in 
the employee’s bank account in 2 days...

– Accounts Payable Manager –

Medium-sized financial services firm
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Improving the finance employee experience: Automation 
streamlines the T&E and invoice management process

Finance teams face a lot of pressure to manage 

company cashflow and keep budgets on track. As 

firms grow, managing increasing loads of expense 

reports and invoices becomes more challenging 

when using manual processes.

AP and finance teams need solutions that will help 

them track, manage and analyse expenses and 

invoices to ensure that they are getting the 

clearest possible picture of their company’s 

cashflow

Automation helps by enabling teams to take on 

more reports in the same amount of time. 62% of 

T&E users and 65% of supplier invoice software 

users agree that automation helps save time 

through better efficiency. This is especially 

important for businesses with less than 1,000 

employees which typically have limited resources 

to bring on more finance employees. According to 

an SAP Concur user -

Automation effectively frees these employees 

from mundane tasks. This saved time 

enables them to focus on more strategic work 

like analysing spend trends and finding 

opportunities for savings and growth.

In other words, finance employees can spend 

more time on the aspects of work that they 

find most appealing, which helps to boost 

engagement, satisfaction and ultimately the 

bottom line.

of businesses using SAP Concur      
for T&E agree it has helped reduce time 

spent on administrative tasks to focus on 
growth and strategy planning

72%

10 Hrs.

Each finance staff saves

Weekly after 

automating T&E 

management 

9 Hrs.

Weekly after 

automating supplier 
invoice management

Our accounting team size has 
remained the same as we’ve grown. 
Even after some people retired from 

the team, we were able to utilise SAP 
Concur's feature—Invoice capture—
which was more cost-effective than 

hiring someone new

– Finance Director –

Medium-sized financial services firm

”

“
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Employee satisfaction can increase compliance and 
boost visibility: Managing compliance through 
automation brings peace of mind

Compliance issues were among the top 

challenges faced by firms prior to automation. 

Non-compliance can result in fraud, budget 

creep, and regulatory fines. It is difficult for 

finance teams to know if all expenses submitted 

are legitimate when using manual methods. 

Employees that are frustrated with legacy 

processes are more likely to submit expenses 

incorrectly or delay expense submissions, which 

can impact visibility into company spend and 

cash flow. 

Non-compliance creates challenges for finance 

employees. With an automated solution, finance 

teams can catch outliers before they become 

major problems.

Automation can significantly reduce the number 

of misplaced invoices and receipts. Firms saw a 

60% reduction in misplaced invoices after 

automating. 

It also allows FDMs to set controls that flag any 

non-qualified expenses or supplier invoices. 

Thanks to greater control, more accurate data is 

captured in the system. 

The more satisfied employees are with their 

company’s solutions, the more likely they are to 

use them correctly. Increased usage results in 

more accurate data being captured, which leads 

to more visibility and insight into spending 

trends. 

Compliance  challenges prior to 

automation:

of businesses considered 

submission of non-qualified 

expenses to be a significant 

challenge

60%

of businesses believe non-

qualified supplier invoices was a 

top challenge towards managing 

compliance

59%

Better compliance and fraud detection

53% of business with less
than 1,000 employees.

Agree this was a top benefit after 
automating T&E

69%
Automated solutions allowed
them to better respond to 
business challenges thanks to 
improved visibility of the 
company spend data

SAP Concur 

Users agree:
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A better bottom line: Greater employee satisfaction 
through automation contributes to significant savings

Adopting automated T&E and supplier invoice management solutions streamlines 

processes, resulting in employee time savings. Firms using SAP Concur reported saving 

15% more time than the average T&E automation user. Those using Concur Invoice saved 

42% more time than the average invoice software user.

Time savings go hand-in-hand with monetary savings. SMBs using T&E solutions save over 

£24,000 annually; those using automated supplier invoice management solutions save 

£27,000 per year. These savings can be attributed in part to better employee experiences, 

which results in higher productivity and the ability to grow the firm without increasing the 

size of the finance team.

Firms using SAP Concur Expense solutions saw greater savings of £31,000 annually after 

implementation - about 30% more than the average T&E automation users.  Similarly, SAP 

Concur invoice users reported saving £33,000 per year – about 25% more than the 

average savings for invoice automation users.

104

Hrs.

122

Hrs. 104

Hrs.

148

Hrs.

T&E 

users

SAP Concur 

T&E 

users

SAP Concur 

invoice 

users

Invoice

users

T&E 

users

Invoice

users

£24K £31K £27K £33K

SAP Concur 

T&E 

users

SAP Concur 

invoice 

users

Weekly Time Savings per Finance Team Annual Cost Savings
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As we've shown in our worldwide research, employees are an essential resource that SMBs 

need to continuously invest in. Financial decision makers can and should take an active 

role in helping to boost employee satisfaction by automating T&E management. In the 

following pages we will cover our specific findings for UK market.



United Kingdom country spotlight: Employee satisfaction 
is a major pain point for UK Businesses

The UK currently has over 1.7 million commercially located businesses with 1 to 999 

employees (SMBs).* According to AMI-Partner’s global market sizing model, UK businesses 

with less than 1,000 employees are expected to spend over £95 million on dedicated cloud 

T&E and supplier invoice software in 2020. 

Among UK SMBs

From the study, it is evident that employee satisfaction is an important driver of business 

success in the UK. 62% of UK businesses agree they want to free employees from repetitive, low 

impact tasks to focus on more valuable work. 

Although adoption rates are low among UK businesses - only about 14% are currently using a 

cloud T&E and/or supplier invoice software* – there is strong demand and significant room for 

growth. About half of UK businesses with less than 1,000 employees consider providing 

automated expense submission and tracking to be a top business transformation goal. 

Adopting a T&E and supplier invoice solution can simplify the experience of employees that 

submit expenses by saving their time and boosting productivity. 

14%
are using cloud T&E or supplier invoice 

software*

agree employee satisfaction is a top 

challenge 

38%

want to free their employees from 

mundane tasks to focus on strategic work

want to provide automated expense 

submission and tracking

62%

47%

13*Source: AMI-Partners global market sizing and forecast model 2019

** Does not include firms using accounting or ERP software to manage expenses



UK Spotlight: Mobile applications boost employee 
satisfaction and workplace productivity 

UK businesses are eager to automate business tasks through mobile devices.

Mobile devices have changed the way people 

work and have the capacity to take productivity 

to new levels. In the UK roughly 89% of 

businesses with less than 1,000 employees 

have staff members that use smartphones for 

work.*

With that as a backdrop it makes sense that UK 

firms want to enable employees to conduct 

more of their work-related tasks on mobile 

devices. Among UK businesses, 56% of FDMs 

want to enable employees to conduct more of 

their tasks on mobile devices.

Incorporating mobile apps for managing T&E 

can provide easier access to employees. Mobile 

expense claims with T&E solutions facilitates 

the capture of receipts as they occur and 

increases employee satisfaction by speeding up 

approval cycles.

Quicker submission of expenses expedites the 

reimbursement process. Employees can have 

money back in their bank accounts much faster 

when using a T&E solution. 

of UK SMBs want to enable 
employees to conduct more of 
their business on mobile devices

56%

Among UK firms, manually processing 
reimbursements takes 

10
business days for 
reimbursement

after submitting expense report 

9
business days to get signed 

approval 
for expense reimbursements

14*Source: AMI-Partners global market sizing and forecast model 2019



UK Spotlight: Employee satisfaction with automated 
processes drives better compliance and enhances visibility 
for better decision making.

UK businesses with less than 1,000 employees face a major challenge around controlling 

fraudulent expense entries when managing T&E manually. About 66% of UK SMB agree that 

employees submitting out of policy or non-qualified expenses was a top challenge prior to 

automation compared to 60% globally. 

Automated T&E and supplier invoice solutions can flag any non-qualified spend. 54% of UK SMBs 

agree (vs. 59% globally) that an automated solution has helped improve their decision making 

capability when faced with challenges due to better visibility into their company spend data.

Among those UK businesses using automated T&E solutions, 51% agree that employee 

compliance has improved due in large part to greater satisfaction with the process. 

Compliance  Challenges Prior to 

automation:

of UK SMBs considered 
employees submitting non-
qualified expenses to be a 
significant challenge

66%

of UK SMBs believe non-
qualified supplier invoices 
were a top challenge towards 
managing compliance

55%

Better compliance and fraud detection

51% Of UK SMBs

Agree this was a top benefit after 
automating T&E

54%
Automated solutions allowed
them to better respond to 
business challenges thanks to 
improved visibility of the 
company spend data

of UK SMBs 
agree:
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UK Spotlight: Automation streamlines workflows - saving 
your employees time and your company money

On average, UK finance/ accounts payable (AP) 

teams process 108 expense reports along with 

223 supplier invoices on average in a typical 

month. As firms grow, it becomes 

unsustainable to manage the increasing 

number of reports using a manual approach.

Automation reduces the time finance teams 

spend per expense claim or supplier invoice. It 

also enables them to respond to staff queries 

much faster. UK finance teams save 74 hours 

weekly when using an automated T&E solution 

and 69 hours when using an automated 

supplier invoice solution.

Among UK businesses with less than 1,000 

employees using an automated T&E and 

invoice software:

• 69% of firms using SAP concur have seen a

reduction in time spent by employees on

administrative tasks which they can instead

use to focus on more productive aspects of

work.

• About 70% UK FDMs agree that automated

T&E and invoice solutions made their

processes more efficient.

These efficiencies are key to improving the 

employee experience in the workplace and go 

a long way in helping firms save money. 

It has saved us in time, we are able to research things a lot faster. There is better turn 
around in terms of responding to any questions that management or team members might 

have regarding an invoice or an expense report.
“

”– Accounts Payable Manager - 
Medium-sized financial services firm

What an FDM had to say about their SAP Concur experience 

UK SMBs save

£35K

yearly

£38K

yearly
by implementing 
automated T&E 

management 
solutions 

by implementing 
automated supplier 

invoice management 
solutions 

Among UK SMBs with 100-999 employees

74 hrs.
weekly by using 
automated T&E 

solutions

16

69 hrs.
weekly by using 
supplier invoice 

management 
solutions

UK finance teams save

Time saved by the entire team per week (average UK 
finance team has 8 employees)
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Automating travel, expense and supplier 
invoice management can have a tremendous 
impact on the employee experience. 
Employees want to be part of organisations 
that empower them to do their best work. 

With more people focused on work/life 
balance and a continuing shift toward remote 
work, businesses need to adopt solutions 
that are intuitive, time saving and boost 
productivity to ensure they are getting the 
best work from their teams and benefiting the 
bottom line. 

Employees’ experiences affect their work 
outcomes. As we’ve seen, high satisfaction 
can have a positive impact by increasing 
engagement and productivity, reducing 
turnover, improving the customer experience, 
and ultimately growing the bottom line. 

A final word - focusing on employee satisfaction is good 
business

Employees are an essential resource that 
businesses need to continuously invest in. 
This is not an objective that should be left 
solely to the HR department. Finance 
decision makers can and should take an 
active role in helping to boost employee 
satisfaction in the workplace.

We’ve seen that a direct way to do so is to 
push for automation of T&E and invoice 
management. 

Automation works to minimise mundane 
tasks for employees that submit expenses 
and/or work in finance departments. It also  
enables employees to focus on aspects of 
work that they care about most, while saving 
time and money for the company and 
creating an environment in which both the 
employee and the business can grow.



This report is based on a study sponsored by SAP Concur and conducted by AMI-Partners (an 
Analysys Mason Company), a leading market advisory firm focused on SMB and enterprise 
technology solutions. The report also contains data from AMI’s syndicated market sizing model and 
IT tracking studies. The results from the study are based on a comprehensive online survey of 504 
organizations within 6 major countries (Australia, Canada, France, Japan, United Kingdom and 
United States). The companies surveyed were distributed by size as follows: 38% small business (1 
to 99 employees), 37% medium businesses (100 to 499 employees), and 25% Nationals—Large 
Medium-sized firms (500 to 999 employees). The survey respondents consisted of both users (80%) 
and non-users (20%) of automated solutions to compare experiences and understand which 
factors prevent firms from automating. In addition to the online survey, AMI conducted in-depth 
interviews with key financial decision-makers in charge of their company’s T&E and/or 
vendor invoice management to supplement the survey finding.

Employee Size

Sample – N Proportion

1-99 Emp. 189 38%

100-499 Emp. 187 37%

500-999 Emp. 128 25%

Total 504 100%

Countries

Sample – N Proportion

U.S. 216 43%

Canada 59 12%

Australia 56 11%

UK 55 11%

Japan 61 12%

France 57 11%

Total 504 100%

Verticals

Sample – N Proportion

Manufacturing 105 21%

Retail 95 19%

Financial Services 99 20%

Professional Business 
Services

101 20%

Technology Solution 
Providers

104 20%

Total 504 100%

N-Values by Software Category Type

Sample – N Proportion

Currently Use Expense 
Management Software

329 65%

Currently Use Vendor 
Invoice Management 
Software

232 46%

Currently Use Travel 
Management Software

205 41%

About the study
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