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Back in the day, business travel involved a paper 
ticket that you had to guard with your life or you 
were quite literally stuck. Expense reports? Get 

out the tape! Or, shudder, the stapler. Really, they 
were quite the arts and crafts project, weren’t they? 

Welcome to the Social Era, where smart enhance-
ments in technology have brought business travel 
from spreadsheets to digital receipts. In fact, the way 
road warriors work has transformed due in large part 
to advancements in mobility—both in technology, and 
in the workforce.

These changes are important; they impact your travel 
and expense routine, your policy practices and the 
dynamics of your office. We’ve asked both Concur 
and industry experts to explain how the Social Era has 
permanently changed the way we travel for business, 
and what it means for your day-to-day dealings:

•	 Concur CEO Steve Singh will explain why “open 
booking” is more than just a new buzzword for 
road warriors and travel managers alike. Concur 
President and COO Rajeev Singh explains where 
the industry is headed with the trends swirling 
around managed and unmanaged travel.

•	 Concur’s Lisa Hutt describes how apps and 
devices have transformed rail travel in the UK and 
beyond, while her colleague Gina Balarin waxes 
poetic on the impact mobile technology has on 
productivity. 

•	 Clouds aren’t only for the sky, and our own expert 
Drew Garner details how cloud technology has 
changed the way we all work. Business travel  
industry veteran Gill Upton explains how the role  
of travel managers has changed to reflect the  
evolving needs of road warriors.

•	 And finally, Concur’s social media expert Kristel 
Wills explains how the Social Era has become a 
game-changer for our industry.

We’ve come a long way from DOS prompts and paper 
tickets. A new generation of business travelers is up  
in the air, out on the road and embracing this new 
chapter of our industry’s history. By the end of this  
series, we hope you’ll better understand how the  
Social Era has both transformed the way we do  
business, and the way we do business travel.
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No Standard 
Is the New 
Standard
When Concur was first founded, business travel standards  
included typewritten reports, piles of paperwork and a visit to your 
travel agent. Twenty years later, we’ve evolved beyond our brick 
phone. In the Social Era, businesses control costs while travelers 
keep their options open with one trendy tool: Open Booking.
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back 
t o  t h e 
f u t u r e 
Business travel has  
come a long way
It’s hard to imagine, but business travel came 
into its own 30 years ago the old-fashioned 
way: with typewriters, pay phones and analog 
clocks. But there were no fare compare  
websites, flight status text messages or  
smartphones to check your email in the 
1980s—there was no email.

Last year, Concur paid homage to all those 
skinny ties at Fusion, our premier client event, 
to open a business travel time capsule of sorts.

We cranked up the Cyndi Lauper tape in our  
Walkman, and grabbed our Rubik’s Cube to  
see just how far business travel has come in 
the decade that defined it:

written by Concur
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Smokes on a plane.
Once upon a time, you could smoke  
anywhere—restaurants, office buildings,  
bathrooms, boardrooms. Just imagine a  
transcontinental flight with chain-smoking 
stewardesses. Years before the ban, airlines 
didn’t just tolerate cigarette smokers—they 
embraced them. Most planes had smoking 
sections in coach, usually encircled by a 
curtain to, you know, keep the second-hand 
smoke from drifting in the cabin. Relics  
from the era still remain—ever notice the  
“No Smoking” icon light up overhead?  
Once upon a time, it served a purpose.

She’s a brick…phone. 
Travelers used a cordless touchtone phone 
unless they were successful enough to own a 
state-of-the-art Motorola DynaTAC 8000X, the 
world’s first commercial handheld cell phone. 
It weighed two pounds, offered a half-hour of 
talk time per recharge (which took 10 hours), 
and sold for a whopping $3,995. DynaTAC 
8000X and its cumbersome cousins are now 
listed as “vintage” on eBay.

Piles of paper and  
no recycling bin.  

Get out a paper and pen, and set aside a 
week or two—you would need it in the 80s 
when all expense reporting was done on slips 
of paper. Travelers filled out a report matrix  
in ink, attached receipts and handed it back  
to the boss for approval. It was processed 
and stamped, and more paper was  
generated when the business office cut a 
paper reimbursement check. Everything was 
done by hand, stored in bursting cabinets  
and took hours, days or weeks.

Let me talk to  
my agent. 
Forget booking air, hotels or cars on your 
own. In the 1980s, travel agents were king, 
and so were the paper tickets they sold.  
Expect a top copy, a carbon copy, a  
business office copy, a federal tax copy… 
basically a mound of copies for reference. 
Happy shredding.

Clouds are for weather. 

The only cloud 30 years ago was the one you 
flew through during some turbulence. It was 
the age of the DOS prompt. Command line 
programming was at its infancy. Software 
was served up on floppy disks, and lots of 
them. Installing a program could take a  
few hours of religious devotion to your  
computer, feeding the next disk (out of 20) 
when prompted. It only took a few days.  
If you were lucky.

No shoes, no security,  
no problem.  
Thirty years ago, your business partner could 
meet you at the gate, you could carry on a 
full bottle of shampoo, and no one asked 
you to take off your penny loafers or step 
through a full-body scanner. Granted, you had 
to physically show up to know your flight was 
on time, and frequent flier miles didn’t even 
exist. But you were guaranteed a meal for 
breakfast, lunch and dinner in the sky—free 
of charge. 

How times have changed.
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what
means for you

Open Booking
A                 t our annual client conference in 2012, 

 Concur shared a vision for improving 
 the business traveler experience. In 

my keynote address, I compared the current 
business travel system to a flip phone. A flip 
phone is just fine for making phone calls.  
But when the iPhone appeared, it literally 
redefined expectations for what a smartphone 
could do. It made us see what we didn’t even 
know was possible. And now we don’t want 
go back to the prior standards by which  
we lived.

By delivering an incredible end-user  
experience coupled with endless choices of 
applications to personalize your experience, 
Apple redefined the game. That’s innovation. 
That’s freedom. It puts power into the hands 

of the individual. And that’s what everyone 
wants. Business travelers and the companies 
who manage and support them are no  
different. We believe that level of transfor-
mation is happening in the corporate travel 
and expense management market. So from 
now on, you’re going to be hearing a lot from 
Concur about Open Booking.

One of the biggest issues facing our clients 
today is travel spend that happens outside 
of policy. It’s so easy for a traveler to book 
a hotel or rent a car using nothing but their 
smartphone. That booking happens outside  
of the corporate booking tool because of:
•	 Convenience
•	 Lack of availability of preferred options
•	 Finding cheaper travel optionswritten by Steve Singh
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Open Booking

Every business needs to evolve, to change, 
to meet the new needs and expectations  
of their customers. That’s why Concur is  

embracing and delivering an open booking 
model—the idea that some parts of a booking 
will happen within the booking tool, and others 
outside it. Given that we deliver the market- 
leading booking tool, you may think that this is 
the antithesis of what we want to drive. But we  
believe that sometimes you have to innovate  
in ways that change behavior—even within  
your own products. Our job is to solve client 
problems, not force them to ignore trends  
so they can stay with our products. 

Open Booking helps companies support their  
travelers’ current behavior, while providing the 
kinds of visibility and control they need to  
ensure their policies are being followed. And it 
helps companies support their duty of care  
obligations—knowing where their employees  
are on the globe at any point and being able  
to help them if an unplanned event arises.

For business travelers, Open Booking takes a big 
step toward eliminating the expense report and 
making it a thing of the past. Open Booking helps 
business travelers have an easier time matching 
their receipts while on the road and the automatic 
creation of expense reports. It is also a big step 
toward the convenience, freedom and flexibility 
that business travelers have come to expect.

We believe our job is to constantly innovate as 
a means of giving clients incredible solutions 
for their travelers. Ensuring that they retain the 
visibility, control, and capabilities of their global 
travel and expense program is a big part of that 
job. The trust that you have placed in Concur—
on our innovations, our solutions, and our vision  
of the future of business travel—ensures our  
mutual success. 

ABOUT THE AUTHOR:  
Steve Singh has been Concur’s 
Chief Executive Officer since 
1996, and is also the current 
chairman of the company’s  
Board of Directors. Previously, 
he was general manager of the 
Contact Management Division  
at Symantec Corporation.
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is a TRAVELER
A

NO MATTER HOW MUCH THEY’RE MANAGED 

ooking travel as a road warrior includes a  
flurry of flight options, hotel choices, rental  
cars or taxi companies—usually with policy 

compliance coming in as an afterthought. According 
to a PhoCusWright study, almost half (53%) of  
U.S. business travelers book whatever is most  
convenient—even if that means going out of policy.  
So how can we best help businesses control  
costs while giving travelers the freedom of choice?

The answer is simple: open it up.

We are encouraging our clients to embrace a  
managed open booking travel model, where  
companies augment their existing managed travel 
programs with unmanaged options. Through an  
integrated travel and expense process—even if the 
travel isn’t booked within Concur Travel—we offer 
road warriors greater freedom and flexibility, while  
clients maintain control and visibility about spend.  
We bring the transaction data back into Concur 
through TripIt integration, and you get access to 
spending data that you never had before.

At Concur, we’re on a mission to make the entire 
travel experience better to meet the interests for our 
most valuable assets—the business traveler and the 
companies they work for.

Managed travel programs are how many businesses 
have traditionally runs things—you set policies and 
guidelines designed to manage your bottom line. You 
see greater savings from preferred vendors and you 
have visibility into what’s being spent, by whom and 
on what. It’s been command and control.

written by Rajeev Singh
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But business travelers today want the ability to  
book wherever, whenever they want, in that  
unmanaged way that provides autonomy, freedom 
and flexibility. As the business travel experience 
evolves for frequent fliers, so too must our  
thinking on travel management.

An open booking model allows for a hybrid of vendor 
sourcing that gives road warriors the independence 
they seek, while giving managers more transparency. 
Combining managed and unmanaged travel can  
give companies more control over compliance,  

visibility into spending and ultimately, savings to  
the bottom line.

One benefit of this model is greater visibility to  
where your employees are located for duty of  
care, a company’s legal and ethical obligation to  
ensure the safety of its employees. The Concur  
Locate & Alert service can keep you connected with  
travelers all the time, in cases of unforeseen events 
and emergencies. That duty of care connection allows 
for greater flexibility and visibility—two of the most 
important demands facing our industry to date.

Employees want choices. Companies want control.
We think the solution is an open approach to booking 
that brings together the best of both worlds, creating 
an opportunity for travelers and managers to reinvent 
the managed travel industry

ABOUT THE AUTHOR:  
Rajeev Singh co-founded Concur in 1993, became Chief  
Operating Officer in 2002, and President in 2005. He has  
also served as Concur’s Executive Vice President of Sales, 
Marketing & Services. Prior to Concur, Mr. Singh managed  
engineering projects at Ford Motor Company and General 
Motors Corporation. 
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TECHNOLOGY 
TAKES OVER

As if the evolution from brick phone  
to smartphone wasn’t enough, now road 
warriors are armed with tablets, laptops 
and enough whirling digital dervishes to 
keep them connected all the time, all over 
the world. Mobile technology makes things 
easier and faster, but the advent of cloud  
computing has been transformational…  
and floppy disks will never be the same.
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Faster! Faster!  
It’s Official: Technology Speeds up Business Travel

A  re business travellers using technology to improve their travel experience? 
Absolutely! When we asked 1,024 rail or air business travellers in Great 
Britain what tools they use to make business travel less of a pain the  

benefits of technology were clear.

According to the online research, technology (like smartphones, apps and laptops) 
has simplified and sped up the travel experience, and has given business travellers 
more peace of mind while on the road. In fact, 83% of those using mobile apps say  
it has improved their business travel experience.

written by Lisa Hutt
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What types of apps are  
people using?
If you’re using a smartphone, having the right app can make a huge 
difference. Map apps are the most popular—90% of those surveyed 
use them always, often or occasionally whilst travelling for business. 
Train travel apps are the second most common (by 79%), followed 

by tube (underground) apps used by 64% and social  
networking apps (used by 60% of those surveyed).  
Business travellers also use hotel, airport, airline and 
ground transportation apps; and 53% say they use review 
sites always, often or occasionally. Interestingly, with  
the exception of airline apps, people are not reporting  
a wide use of business travel apps. A mere 16% of those 
surveyed use apps to track expenses, and only 20% 
manage their itineraries using apps like TripIt.

What do you mean people don’t 
use business travel apps?
Surprisingly, 39% of business travellers are not using 
any business travel apps at all. Yet, the benefits of apps 
are clear for those who are using them, and using the 
right ones. If you use them you will know: these are the 

business travelers who are more organised and better 
connected. Are you one of the 61% who know what it’s 
like to be able to book your travel on the fly, find a hotel 
at the touch of a button, and know where and when  
you’re heading? If not, now is a good time to think about 
using a business app, like the Concur mobile app, that 
can make a huge positive difference in your business  
travel experience.

Find out more about the research
All figures, unless otherwise stated, are from YouGov Plc.  
Total sample size was 1,024 adults who travel for  
business via air or rail. Fieldwork was undertaken between 
23rd—25th July 2012. The survey was carried out online.

What do you take 
with you when 
you travel? 

Your passport, of course, and your ticket (at least, 
that used to be the case). But now, thanks to 
strides into technology, 40% of those surveyed 
always, often and occasionally use airline apps to 
check-in and board their planes—making printed 
tickets almost a thing of the past. And people 
certainly aren’t forgetting to take along their  
other technological carry-ons: 58% said their 
smartphone was one of their top three devices 
while travelling; and 48% said it was their laptop. 
However, 28% like to take their book, so don’t 
forget to pack that too.

written by Lisa Hutt

ABOUT THE AUTHOR:  
Lisa Hutt is Vice President of Marketing  
for Concur Technologies in Europe. Her 
background in marketing communications 
was developed with IT and online  
organisations such as salesforce.com, 
Dell, Intel, Epson, Sybase and Monster.
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In our rapidly changing, increasingly connected 
world the mobile/tablet device is king. Here’s  
how recent research on the use of mobile  
technology by business travellers illustrates how 
smartphones and tablets are wearing the crown.

How Mobile  
Technology Is 
Changing the 
World of  
Business Travel

written by Gina Balarin
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What do we take with when we travel?
Years ago when travellers left the house for a 
business trip they had to take a whole pile of 
papers with them—tickets, itineraries, maps—
you name it. Today the only essentials are a 
mobile phone and a passport.

Information at our fingertips  
(literally)
Innovation is enabling simpler, more efficient 
travel. It’s easy to be connected, almost 
constantly in-touch with friends and colleagues 
via our mobile devices, be they smartphones 
or tablets, and in touch with work. Increasingly 
these powerful technology platforms are  
combined with access to large amounts of  
data via the cloud. Our mobile device has  
become a desktop replacement with an 
increasing amount of productivity applications, 
social apps, entertainment, news and  
information. With information available at  
our fingertips we are no longer chained to  
our desks, or to our PCs.

The era of the super-efficient employee
We are living in the era of the super-efficient 
employee. Mobile devices and tablets allow us 
to make the most of ‘dead-time’ while travelling 
through a plethora of apps and business  
travel tools.

But is technology helping business 
travellers?
A recent YouGov survey said that yes, it is. 
According to the online research, technology 
(like smartphones, apps and laptops) have 
simplified and sped up the travel experience, 
and have given business travellers more peace 
of mind while on the road. In fact 83% of those 
using mobile apps on the road say it has  
improved their business travel experience.

Tools are only useful if you have them, 
and use them
Nevertheless, the best tools in the world are 
only valuable as long as people are using them. 
According to the survey’s executive summary, 
over three quarters of respondents (77%) said 
that they have unproductive moments due to 
not having the right tools. More than a third 
(39%) of those business travellers who are  
on the road most regularly are not using  
apps at all!

Considering that 18% of business travellers 
said one of their biggest pain points was the 
stack of receipts and expense reports that 
would have to be completed on their return, 
it is surprising that more people are not using 
applications (apps) like TripIt and Concur,  
which enable the business traveller to track 
flights, get alerts, check-in and share travel 
information with colleagues and friends online 
at the tap of a finger.

ABOUT THE AUTHOR: Gina Balarin is  
Content Manager for Concur in Europe.  
She has more than 11 years’ experience in  
business writing and narrative marketing. 
When she isn’t reading a book, you can find 
her in the Oxfordshire hills, stretching on a 
yoga mat or (occasionally) dancing up  
a storm.
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Today’s rapidly-moving world is 
transforming quickly and with  
it a new standard for business  
productivity asks, “How much  
work can you squeak out in a  
day?” It’s a world where a few  
minutes of downtime seem like  
hours. As a result, more and  
more business travelers have 
turned to the power of mobile  
and cloud technologies to improve  
their experience, productivity  
and ultimately, their success.

Life in the  
Cloud  
Transforms  
Work on the 
Groundwritten by Drew Garner
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Working in the cloud computing industry over  
the past decade, it’s remarkable to see how  

the rate of cloud innovation has affected almost  
everyone’s lives, specifically in the past few years  
alone. It’s something that we at Concur can say  
we’ve witnessed first-hand thanks to our customers.

Business travelers—who often create their mobile  
office on a plane, hotel room or even a lobby couch—
are pioneers of “living in the cloud.” Their smartphones  
and laptops are the channels powering them with  
all the information they need to survive that first  
intercontinental trip or their repeated travel up and  
down the West Coast. 

Whether it’s tracking receipts along the way to  
Heathrow, booking or changing flights from their  
mobile phone, organizing travel itineraries in one  
place or planning a continental business trip from  
a hotel across the world—the cloud is the perfect  
tool because it doesn’t care where or when these  
actions take place. It just keeps business travelers  
moving without hindrances or complications.

Using a collection of growing cloud services,  
travelers are given instant access to whatever they 
need, wherever they are—from a map of downtown 
Berlin, to booking a cab to the Sydney Airport, or  
even accessing a presentation they saved in Dropbox.  
The result is a world where we can respond easier and 
faster than before, and provide up-to-date information 
based on seconds rather than minutes or hours.

With each download of a mobile app, travelers 
experience what it means to “cloud commute.” Apps  
like Skype or Google+ Hangouts allow people to work 
face-to-face with their colleagues and clients from any 
corner of the globe. The fact that these technologies  
are being marketed to and adopted by companies are 

proof of how today’s business world is becoming 
more about the work we do and the results we 
achieve and less about which location we find  
ourselves in.

As business travelers continue to cozy up to  
and trust more in the cloud, its flexibility and  
empowerment capabilities will continue to redefine 
the way business travelers operate. The next  
wave of innovation is coming and business travelers 
are steering the direction it’ll go. As we’ve always 
done at Concur, we’ll continue to take our cues  
from our customers—listening, watching and  
understanding how you are leveraging the  
cloud so we can always stay one step ahead.

ABOUT THE AUTHOR: Drew Garner is Concur’s  
Director of Cloud Architecture. With more than 
12 years of experience, he specializes in building 
collaborative teams, designing infrastructure, network 
security, penetration tests, risk assessments and 
datacenter management. Mr. Garner lives in Prague 
with his family.
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The Social Era has encouraged colleagues to work together  
a little differently. With the influx of the Millennials into the  
workforce—a group who grew up with an email account— 
your relationships with coworkers probably centers on social 
networking more than any generation prior. And it’s not  
slowing down, btw.

digital
natives
go viral
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Millennial 
Mandate:
How the Next Generation Will 
Change Business Travel

written by Concur



Business Travel Transformed  |  23

Get ready 
for Flip-Flop 
Fridays.  

By 2025, it’s predicted that three out of 
four of your colleagues will hail from  
the millennial generation, a group of  
collaborative idealists who love blue  
jeans, social networking, and most  
of all: technology.

Millennials—born between the 1980s and 
early 2000s—are entering the workforce  
at the fastest pace since the Boomer  
generation. There are at least 40 million 
already earning paychecks, leading  
companies and yes—traveling on business.

So what are the expectations of this new  
“no collar” generation of road warriors?

No connection? No thank you.
Millennials grew up with the Internet and are 
used to being online and communicating with 
friends, family and coworkers at all times.  
On the road, the expectation is the same; 
millennials will stick with hotels, airlines and 
restaurants conducive to their connected 
lifestyle. Businesses should take heed.  
One study in Australia cited 41% of 
travelers would refuse to go to a location 
with no connection.

Device dependence
This generation prefers digital interaction, 
most often on their mobile device with  
simpler, easier and faster processes. 
There’s been a drop in concierge use— 
who needs a restaurant recommendation 
when there’s an app for that?

Mobile search and booking are also seeing 
an uptick in the millennial segment, thanks 
to more intuitive platforms. Most want to 
check in or check out with their digital 
lifeline, and location-based push notifications 
are an easy way to make millennials happy.

Smaller, specialized hotels
The next generation of business travelers 
isn’t too concerned with grandeur or  
opulence. Rather, they prefer boutique hotels 
that encourage social interaction—even if 
that means a lobby full of millennials Skyping 
their friends by the coffee bar (where the 
concierge desk used to be).

Just like their work, millennials are looking  
to blur the lines between business and  
leisure travel in a kind of work-life  
“smoothie.” On the road, they’re seeking  
an interconnected version of home with  
all the comforts… but better snacks.
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written by Gill Upton

business  
travellers and  
travel managers:
The Changing Relationship
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T echnology, as we all know, is a wonderful 
thing. It’s an enabler that can literally change 
lives, in the social sphere as well as in  

the corporate travel space. Technology enables  
corporate travel efficiencies, cost savings, time 
savings and, most of all, empowerment.

Technology empowers corporate travellers to take 
more control of their working lives. Online booking 
and expense management tools can help travellers 
book their own travel, receive alerts of changes to 
itineraries, and respond accordingly by sharing their 
updated information with friends, family and their 
employers using the tools they prefer.

What about the travel manager?
But as travellers download more and more apps—
many of which are geared to leisure travellers—
where does that leave the travel manager, whose 
job it is to keep them safe as part of their duty of 
care, as well as rein them in to book travel within 
the formal, written policy?

Many industry observers foresee increasing  
tension between travellers and travel managers  
as travellers’ consumer-driven behaviour and  
expectations lead them to demand more choice 
and autonomy. This trend is likely to accelerate, as 
more travellers become ever more technologically 
savvy and digital natives of Generation Y join  
the workplace.

Ultimately the move is towards a traveller-centric 
world and away from the travel programme-centric 
status quo.

Quite clearly, something
has to give
Will it be the policy? Some suggest the travel  
policy—with cost control and data capture at  
its core—will become outdated and should  
metamorphose into a set of guidelines for  
individual travel budgets.

Others suggest that smart travel managers  
should promote flexibility by promoting certain 
apps and channels, giving their travellers the 
multi-channel communications they desire, using 
social networks, travel rating sites, tweets,  
blogs or other means, so they can share their 
travel experiences. 

However it pans out, what is obvious is that travel 
managers need to adapt their thinking, and fast,  
if they are to keep travellers on their side.

ABOUT THE AUTHOR:  
Gill Upton’s journalism career 
spans 17 years as a freelance 
writer and editor. She has  
written for Business Traveller, 
the Evening Standard, Business 
Travel Analyst and the Financial 
Times. Most recently, she is 
editor of The Business Travel 
Magazine. She is based in  
the UK.
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THE7written by Kristel WIlls
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7 SIGNS
IN THE
SOCIAL ERA

YOU’RE AT WORK

ARE YOU ON THE 3G  
OR THE 4G?  
Or does your phone still flip up or even bare the moniker “candy bar phone”?  
Finding it tough to keep up on the latest technologies? You’re not alone.  
Technology is advancing at a breakneck pace. Imagine being a company  
trying to keep up with it all.

Companies are always on the lookout for the tools and processes that allow their 
employees to be as efficient and productive as possible—whether they’re on the 
road or in the office. Is your company one of the many who have become a part 
of the social revolution?

Here are some ways you can tell if you’re in one of those companies 
embracing the latest and greatest innovations out there:

•	 Thanks to that loud speaker in the background, people can tell  
you’re attending the meeting from the airport.

•	 The kind of cloud over your head is the kind that automatically  
backs up your data.

•	 The words “collaborate” and “share” roll easily off your tongue.
•	 You set up meetings based on the location of people in at least  

three different time zones.
•	 Your smartphone is otherwise known as your personal assistant.
•	 Conversations with coworkers usually involve a form of instant  

messaging and words like “brb,” “btw” and “lol.”
•	 Your coworkers know all about your latest business travel adventures  

thanks to your posts on Facebook or Twitter (and what you expensed  
for dinner thanks to that photo on Instagram).

If any of the above sounded all-too familiar to you, you probably already know that 
you’re on the cutting edge of technology. Seeing that you’re one of the many in  
a company that’s embraced mobile, social and cloud technologies, you’re ready 
for anything.

ABOUT THE AUTHOR: Kristel Wills is Manager of Social Media at Concur. Chief editor of the 
Concur blog, she’s been studying and responding to the social trends of the “intertubes” for  
the last six years. She lives in Seattle with her family.
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