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ompanies are certainly aware of the expense and
hassle of business travel today. According to
Aberdeen Group, travel and entertainment (T&E)
expenses account for 8% to 10% of total operating
expenses. Rising costs impact the entire organization, and
cumbersome and disjointed processes take an additional
toll on business travelers. Most companies still use manual methods to manage travel booking and expense reimbursement, and, in addition to being costly and
inefficient, these processes lack visibility and place additional burdens on business travelers, making it hard for
organizations to enforce policies.
According to a recent survey of corporate travel man44
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agers by the National Business Travel Association
(NBTA), 67.7% expect their companies’ travelers to take
more trips in 2007 than 2006. And those trips will be
costing more. It’s estimated that, as a result of incremental price increases in airfare, hotel, and car rentals, the
average business trip will increase almost 5% from 2006.
With costs continually rising, managing the expenses
associated with business travel is more important than
ever—especially as, according to Aberdeen Group,
approximately 20% of T&E spending, or one out of every
five expense reports, doesn’t comply with company policy! For many large and midsize organizations, that represents a significant amount of money that could be

captured or contained by establishing greater control
over the T&E
process.

OUT WITH THE
OLD
Traditionally, corporate travel managers have handled
the actual procurement of travel services that represent
the lion’s share of
T&E costs—air, car,
and hotel—while
corporate finance
departments have been responsible for managing the
employee expense reporting and reimbursement process.
Intuitively, this is one contiguous process since every
business trip begins with booking travel arrangements
and ends with the reimbursement of an expense report.
But for years companies have treated these two as completely separate entities, never unifying them into one
seamless process for both the business traveler and the
back office.
It’s startling when you consider what individual
employees—and the back-office staff who reconciles their
T&E expenses—have to endure each time they conduct
business travel. It’s perhaps the only process in which digital information in the form of booking, itinerary, and
credit card transactions is turned into paper receipts,
which are often then either converted back into digital
form or shuffled throughout the organization in order to
reimburse the employees’ expenses.

More and more businesses are recognizing that there
are potential cost savings and are leading a dramatic sea
change in the management of T&E expenses. They are
adopting a new generation of automated expense management technology that unites the travel procurement
and expense management functions into one “end-toend” travel and expense management process. Indeed, the
Aberdeen Group’s recent research found that 26% of
enterprises are planning to adopt an end-to-end solution
by 2008. While first-generation expense tools focused on
providing an easy way for employees to enter expenses
with credit card feeds and receipt imaging, secondgeneration tools are changing the paradigm by eliminating much of this work and extending management’s
control to the root of the travel process—at the point of
procurement.
When using an end-to-end T&E management solution,
corporate travelers automatically follow a defined process
that limits any unnecessary or unauthorized travel spending. For example, when an employee initiates the travel
process by searching for available flight information, the
technology ensures that the business traveler is looking at
the most relevant inventory from vendors selected by the
organization because of the value they deliver. Once a trip
is booked, a snapshot of what was chosen—and what was
not chosen—is taken, and this information is made available throughout the expense and reporting process. (The
“visual guilt” associated with rate or fare transparency is a
significant hindrance for those travelers who have
become accustomed to booking first class flights, the
penthouse suite, or the luxury sedan.) And each time an
airline ticket is changed or voided or a car or hotel reservation is upgraded, that information is also captured and
reported in the expense process. Having this level of ondemand visibility into travel spending is a tremendous
benefit to travel and finance managers because it enables
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You’ll be able to analyze all of the
data around your spending at
the point of procurement instead
of reimbursement.
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travel authorization to take place at the time of procurement, not at the time of reimbursement.
You may be wondering what happens if an employee
doesn’t follow the rules. Nothing can prevent an employee from going online and booking travel directly through
a consumer travel or airline website or picking up the
phone and calling an agent. But for organizations that
have adopted automated systems, regardless of how the
travel is booked, to get reimbursed for those expenses, the
employee will still have to use the expense reporting
process, which provides the organization with visibility
into all expenses, regardless of how or where they were
booked. By booking travel through the organization’s
preferred process, the traveler not only ensures that all of
his/her decisions are in compliance, but he makes it considerably easier on himself when it comes time to report
those expenses for reimbursement.
Life for the business traveler is also much easier using
an end-to-end solution. At each step in the process, the
need for employee data entry is eliminated. Since one unified system captures all of the booking data—including
when a trip to a specific destination begins and ends—
and also manages the expense reporting process, the
expense report is automatically generated based on the
trip booking information. All expenses incurred on the
traveler’s corporate card during the business trip are also
automatically allocated in the expense report. When the
corporate card is swiped, the card data is sent directly to
the expense report. Based on the vendor information,
dates, and times supplied by the credit card feed, the system can determine automatically if it was a meal, a rental
car, a hotel, etc., and assign it to the appropriate expense
report based on the date range of the travel that was
booked. The entire report is then proposed to the employee, who can adjust details (like adding the names of people he/she entertained) along with any cash expenses, and
then click “submit” to forward the report for approval and
processing. Likewise, the manager can view the report and
all receipts online, as can accounts payable (AP) and audit,
providing the entire organization with instant access to all
expense data without the need for paper. (Approximately
76% of “Best in Class” companies currently use corporate
card programs as part of their T&E expense management,
according to Aberdeen Group.)
Once the traveler returns from the trip, the already
completed expense report simply needs to be reviewed
and submitted. All approvals are conveniently done
online, saving time, paper, and manual filing costs. Since
the trip was booked based on established policies and
46
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using a defined process, most expenses are essentially preapproved. Final approved reports are submitted to the
back office for processing and reimbursement, which
occurs automatically in the paycheck or batch process.
Gone are the manual processes, phone calls, paper
receipts, and complicated approval procedures. In their
place is one seamless, streamlined process that cuts
unnecessary time and cost while increasing control, compliance, and visibility.
The cost savings can be particularly significant for
companies with hefty T&E expenses. According to more
research from the Aberdeen Group, when booking travel,
the average transaction cost of using an offline method is
$29, whereas online transactions cost approximately $11
less. The average cost to process an expense report manually is about $30, while electronic processing costs $18.80
on average. Add to this the cost savings from increased
compliance with corporate policies, the reduction of
extravagant spending due to “visual guilt,” the increased
utilization of pre-negotiated vendor contracts, and the
obvious benefit of increased visibility into T&E spending,
and the economics of automating the travel and expense
management process become compelling.

END-TO-END TRAVEL AND EXPENSE MANAGEMENT
The promise of an end-to-end process that combines
travel and expense is much more than simply tying the
two functions together. While automating these two
processes separately will certainly be a step in the right
direction for any organization that wants to increase efficiency and cut costs, to truly achieve the efficiencies, control, and visibility of end-to-end travel and expense
management, the following process must be followed
each and every time an expense is incurred:
Looking/Booking. It begins with employees selecting
their travel options from a list of relevant inventory from
vendors chosen by the organization because of the value
they deliver. With all the travel options they need in one
place, employees are more likely to adopt the technology
and comply with established polices.
Authorization. Once travel is selected and booked, the
system should ensure that each item that requires
approval be approved at the time of procurement, not at
the time of reimbursement.
Ticketing. State-of-the-art integration with the organization’s travel management partner reduces the manual
intervention and agent services needed to reserve and fulfill travel products. Once the employee has booked travel
online by using the booking tool, the reservation is auto-

matically sent to and processed by the
travel management partner (agency or
travel management company). Most
booking tools integrate the agency/
TMC into the process as a part of the
initial deployment of the service.
Expense Data Capture. The automated collection of expense data and
receipts ensures that the price
reserved was the price honored.
Auditing. Expenses are verified to
provide the appropriate level of control, helping the organization accurately report and properly classify expenses
in accordance with corporate and regulatory policies.
Reimbursement. The system should automatically
reimburse both the employee and the credit card, integrating into back office, payroll, or electronic funds transfer (EFT) systems to speed payment.
Reporting. This is the ability to analyze spending
across companies and the industry.
A truly end-to-end approach to travel and expense
management provides the organization with benefits that
go well beyond the obvious process efficiencies. If the
entire process is designed to capture accurate and timely
booking, transaction, and expense data, the uncertainties
of approving expenses are virtually eliminated. And if the
system is capturing data at each step of the process, it
“knows” that a particular reservation was booked with a
preferred partner or provider, “knows” how and why that
expense was incurred, “knows” that it was within policy,
“knows” how much it cost, and “knows” what the
employee was charged.
In essence, the system is able to construct a “trusted
receipt” using all of the data available, providing the
highest possible level of control over every expense
incurred. And by enabling eReceipts to be captured
directly from suppliers, the system virtually eliminates the
need for receipt submission and retention—all while collecting an even more granular level of detailed data typically entered into keying-based systems. (eReceipts can
provide intimate line-item detail, such as the cost of not
self-fueling rental cars or the price of individual items
taken from the courtesy bar in your hotel room.)

bined with the reality of end-to-end
travel and expense services to deliver
even greater functionality and value.
The key is the tight integration of the
travel and expense process, which
opens up new avenues for greater
process efficiency, increased user satisfaction, and decreased costs. Imagine getting an e-mail with your
electronic itinerary along with
weather updates for each city you’ll
be visiting. Add automatically generated maps that align
with your travel itinerary and meeting schedule, which
are also integrated into your calendar. Now add links to
reviews about what your colleagues thought about various hotels, restaurants, or business venues. Up-to-date
information about the dinner preferences of your clients
along with their favorite sports teams and issues that they
are passionate about—imagine all of that automatically
included in your trip itinerary.
But perhaps the most exciting part of applying Web 2.0
technologies to the management of corporate travel and
expense—what the industry is now calling “Travel 2.0”—
is providing companies with the ability to analyze all of
the data around their travel spending. Today, travel data
exists in multiple locations—itinerary data, credit card
data, supplier contracts, and expense report data. The
ability to look at all of this data in a comprehensive manner is virtually nonexistent. But end-to-end travel and
expense management is changing that.
Each step in the evolution of T&E management is dramatically improving an organization’s ability to control
costs and increase efficiencies. And these advances are
also making it easier on business travelers to comply with
policies and stay productive while on the road. Perhaps
little can be done to get the flights to arrive on time or
make the hotels less crowded, but organizations and their
employees can at least take heart in the fact that solutions
are now available to help them take control of their T&E
management process. Technology has finally brought
travel and expense together, and the result is not only
improving the experience for their business travelers, but
it’s helping companies of all sizes drive even more costs
out of their businesses. ■

WHAT’S NEXT?
Clearly, the unification of the travel and expense management processes is a watershed moment in the technological advancement of the finance industry. So what’s next?
The promise of Web 2.0 technologies is now being com-
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