
 

A Custom Technology Adoption Profile Commissioned By Concur 

Increasing Mobile Adoption By Workforces In Singapore Drives 
Demand For Travel And Expense Management Applications 

Introduction 

The significant market growth of smart devices like smartphones and tablets means that mobility is used more and 

more widely in enterprises. As a result, decision-makers from small and medium-size businesses and large 

enterprises alike are refining their corporate strategies to take mobile adoption into consideration based on 

company product and service portfolios and workforce profiles. This trend has affected nearly every pillar of the 

enterprise foundation, from how business is conducted externally to the company’s internal business processes, IT 

infrastructure, and internal application requirements that are associated with daily work of employees. 

This Technology Adoption Profile (TAP) examines mobile adoption trends and workforce requirement trends in 

Singapore. This report reveals that smart mobile devices are essential to business in medium to large enterprises, 

and that the workforce in enterprises needs mobile applications to address travel and expense (T&E) management 

challenges. 

The Adoption Of Smart Mobile Devices For Corporate Use Is Taking Off 

Forrester’s Forrsights Workforce Employee Survey, Q4 2011 found that around 46% and 18% of information 

workers in Asia Pacific use smartphone and tablet devices, respectively, for work during a typical day. These figures 

are even higher in Singapore: 65% and 21%, respectively (see Figure 1). 
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Figure 1 

Most Respondents Use More Than One Type Of Device At Home Or At Work 

“How much time do you spend using the following devices for work in a typical workday?” 

 

Base: 190 technology end users in Singapore from organizations with 500 or more employees 

 

Base: 1,816 technology end users in Asia Pacific from organizations with 500 or more employees 

Source: Forrsights Workforce Employee Survey, Q4 2011, Forrester Research, Inc. 

Smart mobile devices are essential to doing business in medium to large enterprises. In fact, in a typical week, 49% 

of information workers from enterprises with more than 500 employees need to use tablets to accomplish their 

daily work within and outside corporate offices, while 75% of information workers use smartphones for work in a 

typical week (see Figure 2). 
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Figure 2 

Information Workers Need To Use Smartphones And/Or Tablets A Lot To Accomplish Their Daily Work 

“In a typical week, where do you use the following devices for work?” 

 

Base: 123 technology end users in Singapore from organizations with 500 or more employees who use smartphones for work 

*39 technology end users in Singapore from organizations with 500 or more employees who use tablets for work  

Source: Forrsights Workforce Employee Survey, Q4 2011, Forrester Research, Inc. 

Smart Mobile Device Access To T&E Management Apps Helps Improve Efficiency 

Information workers traditionally accessed business applications via desktop PC, with T&E management-related 

applications one of the most frequently used. When asked how often they use various applications for work on a 

PC, 27% of respondents indicated that they used finance, accounting, or expense applications at least once per week 

for work on a PC, the highest among the categories of business applications (see Figure 3). 

Because smart mobile devices enable easy, on-demand access to often-used business applications, we expect that 

using smart mobile devices will improve employee efficiency, especially for those information workers who travel 

frequently. As such, enterprises should initially focus more on T&E management applications to help improve 

productivity.  
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Figure 3 

One-Quarter Use Finance, Accounting, Or Expense Applications At Least Once Per Week For Work On A PC 

“How often do you use the following applications for work on a PC?” 

 

Base: 189 technology end users in Singapore from organizations with 500 or more employees 

Source: Forrsights Workforce Employee Survey, Q4 2011, Forrester Research, Inc. 

Getting Timely Approval To Travel Is The Primary Challenge 

Through the custom survey commissioned by Concur, Forrester sought to better understand the requirements of 

information workers in regard to claiming business travel and expenses. We found that among the 50 information 

workers surveyed in Singapore, 14 of them (28%) indicated that getting timely approval for travel was the primary 

challenge in business travel (see Figure 4). The other top challenges were obtaining flight delay/cancellation 

information in advance and creating an itinerary that is in line with company policy and meets travel requirements. 
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Figure 4 

Singapore Information Workers Find Getting Timely Approval To Be The Main Business Travel Challenge 

“What are the primary challenges you face when planning, booking, and conducting your business travel?” 

 

Base: 50 information workers in Singapore from organizations with 500 or more employees 

Source: A commissioned study conducted by Forrester Consulting on behalf of Concur, August 2012 

Keeping Track Of Receipts Tops The List Of Expense Claim Challenges 

Forrester dug deeper into the survey to discover which part of the company expense claim process was the most 

challenging. 40% of the 50 respondents reported that ensuring that they have all of the necessary receipts to support 

their expense claim is the biggest challenge. Other top challenges included dealing with foreign currency exchange 

rates and noting the details of incurred expenses (see Figure 5). 

  

3

3

4

7

8

11

14

Ensuring that my travel correlates with co-workers 
who I might be traveling with

Updating my friends/family of my travel plans 
throughout the trip

Others

Making itinerary changes while traveling

Creating an itinerary that is in line with company 
policy and meets my travel requirements

Getting flight delay/cancellation information in 
advance

Gaining timely approval to travel



Forrester Consulting 

Increasing Mobile Adoption By Workforces In Singapore Drives Demand For Travel And Expense Management Applications 

Page 6 

Figure 5 

Singapore Information Workers Find That Having All Required Receipts Is The Top Expense Claim Challenge 

“Upon completion of your business travel, what part of your company’s expense claim process is the most 

challenging for you?” 

 

Base: 50 information workers in Singapore from organizations with 500 or more employees 

Source: A commissioned study conducted by Forrester Consulting on behalf of Concur, August 2012 

Smart Device Users Want Receipt Capture And The Ability to Submit A Full Claim 

To help understand how smart mobile device applications can help these information workers address their 

business requirements, Forrester asked respondents which primary tasks they would want included if their 

company provided them with a smart mobile device application for T&E management. The top three answers were 

capturing receipts with one’s own smartphone camera, being able to complete and submit an entire expense claim, 

and receiving alerts for flight delays or gate changes (see Figure 6). These tasks obviously reflect the fact that 

information workers appreciate the convenience that smart mobile devices and their applications can bring to the 

enterprise. 
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Figure 6 

Users Want To Be Able To Capture Receipts On Their Smartphone Camera 

“If your company provided you with a travel and expense management application for your smart mobile 

device, which tasks would be most important to you?” 

 

Base: 50 information workers in Singapore from organizations with 500 or more employees 

Source: A commissioned study conducted by Forrester Consulting on behalf of Concur, August 2012 

Methodology 

This Technology Adoption Profile was commissioned by Concur. To create this profile, Forrester leveraged its 

Forrsights Workforce Employee Survey, Q4 2011. Forrester Consulting supplemented this data with a custom 

survey of 50 information workers in Singapore who work at an enterprise with 500 or more employees, own a 

smart mobile device (smartphone or tablet), and perform work-related activities on these devices. The auxiliary 

custom survey was conducted in August 2012. For more information on Forrester’s data panel and Tech Industry 

Consulting services, visit www.forrester.com. 

 

About Forrester Consulting 

Forrester Consulting provides independent and objective research-based consulting to help leaders succeed in their organizations. Ranging 

in scope from a short strategy session to custom projects, Forrester’s Consulting services connect you directly with research analysts who 

apply expert insight to your specific business challenges. For more information, visit www.forrester.com/consulting. 
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