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Executive Summary 
The days of treating corporate travel and the resulting expense reporting 
(T&E) as a series of disparate policies and processes, or simply as an 
expense management exercise, are dead. Attempting to drive compliance 
through ever stricter reimbursement and reporting requirements is no 
longer enough to adequately control the hundreds of millions of pounds that 
are spent on business travel and entertainment (T&E) every year. Single 
department or business unit approaches, manual processing and poorly or 
unintegrated solution components still prevent many companies from 
properly controlling and maximising the value of their T&E spend across the 
enterprise. 

Against this backdrop, Aberdeen surveyed T&E and financial managers to 
identify the key drivers and challenges in moving to the next level of T&E 
management. Of particular interest is the move by Best-in-Class companies 
to adopt centralised T&E management (59%) and to implement an end-to-
end, lifecycle approach to travel and expense management (39%) that 
enhances programme compliance and performance and drives down costs 
by integrating disparate T&E management solution components both to 
each other and to enterprise systems. 

Best-in-Class Performance 
Aberdeen used two key performance criteria to distinguish the Best-in-
Class from Industry Average and Laggard organisations: Cost per online 
booking transaction and processing cost per expense report. These 
competitive leaders have leveraged key technologies and processes to 
achieve: 

• 18% higher rates of compliance with corporate T&E polices than 
their competitors 

• 14% lower cycle times for completion of expense reports 

• 47% lower cycle times for direct deposit reimbursements 

Competitive Maturity Assessment 
Survey results show that the firms enjoying Best-in-Class performance 
shared several common characteristics. They are: 

• Two to three times more likely to use an end-to-end T&E 
management solution 

• 34% more likely to leverage T&E data to improve policies, 
processes and programmes 

 

 

Research Benchmark 

Aberdeen’s Research 
Benchmarks provide an in-
depth and comprehensive look 
into process, procedure, 
methodologies and 
technologies with best practice 
identification and actionable 
recommendations 

"T&E spend is significant but is 
controllable to a certain extent 
so we always look for better 
ways to manage expenses, 
especially during tight times 
such as these." 

~ Jim Anderson, Director of 
Finance, Hormel Foods 

Corporation 
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Required Actions 
In addition to the specific recommendations in Chapter Three of this 
report, to achieve Best-in-Class performance, companies must: 

• Formalise travel management programmes 

• Leverage T&E data as part of supplier negotiations 

• Maintain focus on improving T&E management policies, processes 
and programmes 

• Integrate disparate travel and expense management programmes or, 
where possible, utilise an end-to-end T&E management solution 
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Chapter One: 
Benchmarking the Best-in-Class 

Even in times of economic contraction, many companies must engage in 
travel as part of their normal business operations. Whether it is an 
enterprise with a sales group that must travel throughout its assigned 
regions, business leaders attending conferences or corporate executives 
visiting different offices and facilities, the cost of travel is virtually 
unavoidable. As a result, travel and entertainment (T&E) remains a 
significant area of spend within the enterprise, and in fact has grown 
dramatically in recent years both as a result of more trips due to market 
factors such as globalisation and business acquisitions and due to the 
increased costs of airfares and accommodation. In fact, Aberdeen research 
shows that T&E spend is expected to grow by 5.1% in 2008 with no end in 
sight. The magnitude and growth of T&E spend is forcing companies to 
devote an increasing share of their attention to how best to manage this 
multi-million pound category.  

This report will highlight the drivers influencing how organisational 
strategies and capabilities, in combination with key technologies, are 
employed by companies to address T&E expense management as an 
integrated end-to-end lifecycle of processes to drive compliance, 
operational efficiencies and cost savings.  

The T&E Lifecycle 
For many companies, travel and expense management is viewed as the 
aggregation of disparate processes towards a common goal of realising cost 
savings and operational efficiencies by increasing compliance with corporate 
policies. While the complexity and sub-processes vary by company, travel 
and expense management tracks always entail the same basic steps in their 
respective cycles. Travel management includes travel / trip approval, 
itinerary development / selection of options (i.e. shopping for flights, hotels, 
rental cars, etc.) and travel booking; the output of travel booking data can 
also be viewed as the expected expenses related to travel activities 
(excluding meals and entertainment). Booking can be conducted using online 
tools or through a travel management company.  

Expense management includes entry of expenses in an expense report, 
approval of expense reports and reimbursement of expenses; data from 
expense reports is the record of actual, final expenses related to a travel 
event. In many cases, the interaction between travel management and 
expense reporting is linear, whereby booked travel, once consumed, must 
then be entered in an expense report by the business traveller.  

Yet travel booking and expense reporting do not encompass the entire 
scope of processes. Travel partner sourcing and selection on the front end 
defines the lowest cost set of travel providers, and payments for expenses 
(travel, meals, etc.) are often made with payment cards that must be added 
to the matching of booked to expensed / actual data on the back end. 

Fast Facts 

√ 82% of enterprises indicate 
rising T&E costs as the top 
pressure driving focus on 
T&E management 

√ 51% of companies identified 
enforcing compliance with 
T&E policies as the top 
challenge to effective 
management of travel and 
expenses 
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In practical application, travel and expense management can be more 
properly viewed and executed as a holistic, closed-loop lifecycle. Ideally, 
travel management processes are inextricably linked to expense 
management, and corporate card data is automatically integrated for 
expense reporting, allowing for data matching to occur immediately and in 
an automated manner, while T&E spend data becomes an input to the 
sourcing and vendor selection process (Figure 1).  

Figure 1: Closed-Loop Travel & Expense Management Lifecycle 

 
Source: Aberdeen Group, September 2008 

It is the integration of all these processes and data sources that results in 
end-to-end T&E lifecycle management enabling organisations to drive 
efficiencies, savings and compliance. Yet whether companies manage T&E as 
separate processes or as a complete lifecycle, they face common difficulties 
and, as a result, leverage similar strategies to improve their T&E 
programmes. 
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Scaling the Mountain of T&E Costs 
The current economic environment has led many senior executives to 
search for untapped opportunities to reduce costs to protect the bottom 
line. Travel and expense management are areas that offer businesses prime 
opportunities to maximise limited resources, deliver operational efficiencies 
and reduce costs; in fact, the pressure most acutely felt by business leaders 
driving increased focus on management of travel and expenses is rising costs 
(Figure 2). 

Figure 2: Top Pressures Driving Focus on T&E Management 

 
Source: Aberdeen Group, September 2008 

And there appears to be no relief from rising costs in sight. While a small 
number of companies indicate that they expect T&E spend to decrease or 
remain the same over the next year as compared to last, nearly 60% still 
expect travel and related expenses to drive higher. On average, T&E spend 
in the 2007 fiscal year reached $28.2 million for companies surveyed, 
representing an average increase of 6.8% over 2006 spending; fiscal year 
2008 spending on T&E is expected to continue to grow by 5.1%. 

Overcoming the Compliance Challenge 
A variety of challenges face the T&E executive attempting to improve T&E 
management processes. Chief among them is enforcement of compliance 
with corporate T&E policies that have been implemented over the past 
several years in an attempt to drive efficiencies and control costs (Figure 3). 

20% 

21% 

27% 

38% 

39% 

82% 

Need to improve transitions between T&E 
management processes 

Increase in number of travellers and / or travel events 

Need to streamline back-office operations 

Poor compliance to corporate T&E policies 

Lack of visibility into T&E spend 

Rising T&E costs 

“T&E has become more 
important over the past year 
due to rising costs driving the 
need for better policy 
compliance; more and more 
scrutiny is being placed on 
travel expenses.” 

~ Collin Bivens, Manager of 
Finance, Concordia Publishing 

House 
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Figure 3: Challenges to Effective T&E Management 
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Source: Aberdeen Group, September 2008 

Compliance is the cornerstone of an effective T&E management programme 
and sets the stage for a company to be able to leverage savings negotiated 
and set forth in contracts with airlines, hotels, rental car companies, etc. 
Enforcement of compliance also ensures that business travellers use the 
proper solutions and processes, enabling companies to capitalise on the 
lowest cost structures established for processing booking, expense 
reporting and reimbursement transactions. 

As companies demonstrate that they are keenly aware of the need to 
tighten their belts and improve operations to reduce T&E spend, they have 
completed or initiated specific strategies to attain this goal and strive to 
overcome the compliance challenge (Figure 4). 

Figure 4: Strategic Actions to Improve T&E Management 
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Source: Aberdeen Group, September 2008 

"There are opportunities within 
our company to tighten 
policies. One area of increased 
focus is on the pre-approval 
and reporting processes to 
improve compliance." 

~ Procurement Manager, Mid-
market Technology company 

 

"We've started to re-evaluate 
our travel policies and continue 
to cut back on travel. We're 
trying to consolidate 
management by moving to a 
single travel management 
company for booking and 
reporting, and also evaluating 
corporate card consolidation." 

~ Robert Brown, Large North 
American Insurance enterprise 
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While top strategies have focused on organisation and structure, companies 
have demonstrated initiative around cost savings and compliance by 
engaging in efforts to educate business travellers about corporate T&E 
policies, including any updates and changes, and to lower costs through 
strategically sourcing T&E categories and leveraging preferred supplier lists 
to better consolidate spend. In fact, our research shows that significantly 
improved compliance rates can only be achieved by implementing a 
combination of these actions as part of an integrated end-to-end T&E 
lifecycle management strategy. 

The Maturity Class Framework 
Aberdeen used two key performance criteria to distinguish the Best-in-
Class from Industry Average and Laggard organisations: Cost per online 
booking transaction and processing cost per expense report (Table 1). 

Table 1: Top Performers Earn Best-in-Class Status 

Definition of 
Maturity Class Mean Class Performance 

Best-in-Class:  
Top 20% of aggregate 
performance scorers 

 

 $4.39 per online booking transaction 
 $10.57 processing cost per expense report 

Industry Average:  
Middle 50%  
of aggregate  

performance scorers 

 $20.89 per online booking transaction 
 $26.75 processing cost per expense report 

Laggard:  
Bottom 30%  
of aggregate 

performance scorers 

 $28.24 per online booking transaction 
 $35.28 processing cost per expense report 
markdown 

Source: Aberdeen Group, September 2008 

The Best-in-Class PACE Model 
Effectively managing a corporate T&E programme requires a combination of 
strategic actions, organisational capabilities and enabling technologies that 
can be summarised as shown in Table 2. 

 

 

 

 

"As we get higher adoption 
rates to online booking rather 
than agent assisted bookings, 
we anticipate our travel 
processing costs will decline. At 
the same time, we are 
evaluating alternatives to travel 
(more teleconferences, 
webinars, etc.) to try to reduce 
the growing volume of business 
travel." 

~ VP Procurement, Large Food 
& Beverage enterprise 
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Table 2: The Best-in-Class PACE Framework 

Pressures Actions Capabilities Enablers 
 Rising costs of 
T&E 

 Formalise T&E 
polices across the 
enterprise 
 Establish preferred 
supplier 
programmes for 
T&E expenses 
 Perform regular 
audits on travel 
bookings and 
expense reports 

 Centralised organisation 
to manage T&E processes 
across the enterprise 
 Ability to manage 
compliance (reduce non-
compliant events) before 
expense committed 
 Visibility into T&E 
processes and expenses, 
including the ability to 
identify management 
lifecycle bottlenecks 

 End-to-end T&E management solution 
 Corporate travel cards to manage T&E 
 Automated expense reporting solution 

     - Expense auditing 
     - Integrated reimbursement (with 
payroll or A/P solution) 
 Online / self-booking solution 

     - Automated notification of travel policy 
terms (i.e. pre-authorisation, alerts to non-
compliance, etc.) 

Source: Aberdeen Group, September 2008 

Best-in-Class Compliance 
By adopting key policies and best practices including formalised sourcing, 
establishing preferred supplier relationships and auditing booking activities 
and expense reports, Best-in-Class companies are able to achieve higher 
levels of compliance with corporate policies (86%) throughout the T&E 
lifecycle as compared to Average (74%) and Laggards (67%). 

While not the only objective of Best-in-Class T&E management 
programmes, improving compliance can lead directly to cost savings as well 
as result in operational efficiencies. In fact, the underlying strategies 
employed and capabilities developed around managing T&E continue to 
point towards a desired goal of unifying different T&E processes as a 
lifecycle. The Best-in-Class have been rewarded for their commitment to an 
end-to-end lifecycle approach to T&E management by realising lower 
processing costs for booking and expense reporting, while driving 
compliance to higher levels. 

Aberdeen Insights — Centralised Management of T&E 

Best-in-Class performance is bolstered by a number of factors. While 
technology most readily comes to mind as a key enabler of operational 
efficiencies and cost savings, organisational structures and management 
practices also facilitate the performance advantage that the Best-in-Class 
enjoy. A key differentiator is the management structure of travel and 
expense management programmes (Figure 5). 

continued 
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Aberdeen Insights — Centralised Management of T&E 

Figure 5: Structure of T&E Management 

59%

12%

29%

0%

35%

18%

39%

8%

Central management /
organisation

Management handled
within each business unit

Management shared
across multiple functions

No formal management /
organisation

Best-in-Class
All Others

 
Source: Aberdeen Group, September 2008 

A central organisation that oversees travel and expense management 
facilitates easier collection of data, more effective communication of policy 
and improves compliance monitoring. 
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Chapter Two: 
Benchmarking Requirements for Success 

Technology has long been a key component of travel management efforts. 
Businesses have looked to automation of travel booking on the front end 
and expense reporting on the back end to enhance efficiency, gain visibility 
into spending patterns and increase control over travel and expense 
management processes while driving down spend. Additionally, enterprises 
have looked to technology to help facilitate gains in employee convenience 
and productivity. Further advancing the ability of companies to improve T&E 
management and address the entire process as a lifecycle has been the 
increased adoption of end-to-end solutions to better link processes and 
data from travel booking, expense reporting, expense payment / 
reimbursement and other enterprise systems; the Best-in-Class are ahead of 
the curve in leveraging end-to-end T&E management solutions (Figure 6). 

Figure 6: Use of an End-to-End T&E Solution 

39%

20%

13%

Best-in-Class Average Laggard

 
Source: Aberdeen Group, September 2008 

End-to-end solutions improve travel policy compliance, increase process 
efficiency and deliver significant savings in corporate travel budgets. 
However, what distinguishes the advantages that an end-to-end system has 
over discrete, single-function solutions (i.e. separate online booking and 
expense management and reporting tools) that companies attempt to 
integrate with each other is the seamless transition of information across 
different steps of the lifecycle. No matter what degree of integration can be 
achieved, there will still be some instances where data transfer must be 
initiated by the business traveller and, thus, the increased potential for 
error. In an end-to-end solution, all of this information is self-contained and 
no manual intervention is required. 

 

 

Fast Facts 

√ 39% of Best-in-Class 
companies use an end-to-
end T&E management 
solution 

√ 53% of Best-in-Class 
companies have processes in 
place that prevent 
completion of travel booking 
transactions or expense 
report submission when 
there are associated non-
compliant events  
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Case Study — Transforming T&E Management 

RiskMetrics Group, a provider of risk management and corporate 
governance products and services to participants in financial markets 
worldwide, has transformed travel and expense management over the 
past five years. With annual revenues of over $275 million and global 
operations, RiskMetrics has 1,300 employees worldwide, over half of 
whom engage in business-related travel. Burdened by manual processes 
and utilising an Excel-based tool for managing expenses, the company 
began automating its expense management process by implementing a 
web-based, on-demand solution to address its dramatic growth and 
subsequent need for greater visibility into its T&E spend. With over 
$500,000 of monthly T&E spend to manage, RiskMetrics also needed a 
solution that was scalable and could be configured to manage travel 
expenses in multiple currencies. 

RiskMetrics also uses the travel booking tool offered by the expense 
management solution provider, although it is currently accessed through 
its travel management company. To further tighten its T&E management 
programmes and achieve a lifecycle approach to managing travel and 
expenses, RiskMetrics is also rolling out a single, integrated solution 
provided by its current solution provider that integrates travel booking 
and expense reporting, while also incorporating inclusion of corporate 
card payment data that is provided in multiple currency formats. Already 
used by 5% of business travellers, the roll-out is being completed in the 
U.S. and the U.K., with the Asia-Pacific region also targeted in the near 
term.  

The impacts of leveraging an automated solution have been significant. 
Automating the expense report submission and review process has 
eliminated the need to have a single, fully dedicated resource in finance to 
oversee T&E, enabled the ability to track different types of expenses and 
enhanced reporting capabilities. RiskMetrics is able to monitor T&E 
spend and, with the improved detail provided, has been successful in 
identifying opportunities to renegotiate lower hotel rates when necessary 
and push travellers towards the company’s preferred airlines to improve 
savings and compliance. “I would give our visibility now a 5 (on scale 
where 5 is the highest),” stated Michael Ciaccio at RiskMetrics. “We’re 
working on automating other areas as well, such as vendor payments 
through A/P, in addition to continuing to roll out the integrated system.” 

Competitive Assessment 
Aberdeen Group analysed the aggregated metrics of surveyed companies to 
determine whether their performance ranked as Best-in-Class, Industry 
Average or Laggard. In addition to having common performance levels, each 
class also shared characteristics in five key categories: (1) process (the 
approaches they take to execute their daily operations); (2) organisation 
(corporate focus and collaboration among stakeholders); (3) knowledge 
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management (contextualising data and exposing it to key stakeholders); (4) 
technology (the selection of appropriate tools and effective deployment of 
those tools); and (5) performance management (the ability of the 
organisation to measure its results to improve its business). These 
characteristics (identified in Table 3) serve as a guideline for best practices and 
correlate directly with Best-in-Class performance across the key metrics. 

Table 3: The Competitive Framework 

 Best-in-Class Average Laggards 
Formal T&E policies and processes across enterprise (i.e. 
consistent polices and processes at each site) 

93% 88% 85% 
Non-compliant events identified and disallowed during 
booking and / or expense entry process 

Process 

53% 27% 9% 

Centralised organisation to manage T&E across enterprise Organisation 
59% 45% 20% 

Regular communication and education about corporate 
T&E policies 

88% 78% 71% 

Leverage internal benchmark information to drive 
performance and visibility 

Knowledge 

74% 60% 58% 

Utilise an end-to-end T&E management solution 
39% 20% 13% 

Functionalities of T&E management tools 

Technology 

 73% auditing in 
expense 
reporting 
solution  
 63% automated 
notification of 
travel policy 
within expense 
reporting 
solution  
 56% automated 
notification of 
travel policy 
terms in online 
/ self-booking 
solution  

 63% auditing in 
expense 
reporting 
solution  
 35% automated 
notification of 
travel policy 
within expense 
reporting 
solution  
 46% automated 
notification of 
travel policy 
terms in online 
/ self-booking 
solution  

 39% auditing in 
expense 
reporting 
solution  
 21% automated 
notification of 
travel policy 
within expense 
reporting 
solution  
 28% automated 
notification of 
travel policy 
terms in online 
/ self-booking 
solution  

Performance 
Leverage T&E data to: 
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 Best-in-Class Average Laggards 
 94% Update and 
improve 
corporate travel 
polices and 
processes 
 88% Monitor 
spending trends 
and patterns  
 88% Identify 
and prevent 
fraud 
 75% Use in 
supplier 
negotiations 

 73% Update and 
improve 
corporate travel 
polices and 
processes 
 81% Monitor 
spending trends 
and patterns 
 80% Identify 
and prevent 
fraud 
 69% Use in 
supplier 
negotiations 

 64% Update 
and improve 
corporate 
travel polices 
and processes 
 80% Monitor 
spending trends 
and patterns 
 76% Identify 
and prevent 
fraud 
 63% Use in 
supplier 
negotiations 

Source: Aberdeen Group, September 2008 

Capabilities and Enablers 
Enterprises leave no stone unturned when attempting to drive bottom-line 
performance. All corporate programmes are examined for inefficiencies and 
potential savings, including T&E. Aberdeen research has shown time and 
again that leveraging T&E management solutions facilitates performance 
improvement. Organisations of all sizes are already using automated 
solutions to improve compliance and control, deliver operational efficiencies 
and reduce costs. Best-in-Class enterprises have leveraged these solutions 
to their advantage, readily supporting them with internal structures and 
processes to distinguish their performance from their peers. While there 
are many benefits to simply applying automation separately to both travel 
management and expense reporting, an end-to-end corporate T&E 
management solution that helps companies link the travel and expense 
management functions is a key differentiator between Best-in-Class 
companies and their competitors. 

Process 
While at least 85% of enterprises in each competitive set (e.g. Best-in-Class, 
Average, Laggard) have achieved some level of formalisation of T&E policies 
and processes, 60% of the Best-in-Class have completed development of 
this capability. This represents a 21% higher level of development of formal 
policies and processes than All Others. Formalisation of policies lays the 
foundation for consistency and repeatability of steps in the T&E lifecycle by 
ensuring that every travel and expense event is managed under the same 
fundamental guidelines. Those companies that use an end-to-end T&E 
solution also perform closer to Best-in-Class status, as 91% of these 
companies have established formal T&E processes and policies; those that 
do not use an end-to-end solution align closer to the Average segment with 
86% formalising T&E guidelines across the enterprise.  

"The company has introduced 
new policies, mandates, meal & 
hotel caps and enforcement of 
the policies. Purpose of trip is 
now much more important and 
attendance at conferences, 
trade shows and out-of-town 
meetings has been reduced.” 

~ Director Business Process 
Management, Electronics 

Technology company  
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A specific process that is core to managing compliance is the way that 
companies manage instances of non-compliance (Figure 7). 

Figure 7: Compliance Management: Prevention of Non-Compliant 
Booking and Expense Submission 

 
Source: Aberdeen Group, September 2008 

Prevention of non-compliant events before travel bookings are finalised / 
approved and / or expenses are approved / processed will result in 
consistently lower costs and realisation of savings. 

Organisation 
Best-in-Class companies are 21% more likely than their competitors to 
centrally manage travel and expenses. Centralised oversight enables more 
effective enforcement of compliance because this group can actively monitor 
the execution of the different steps in the travel and expense management 
lifecycle. Previous Aberdeen research (T&E Expense Management: Leveraging 
Data to Drive Performance, April 2008) demonstrated how these various 
activities are managed on a day-to-day basis by different departments, so it 
is especially critical that a central management and oversight structure be 
employed. 

Knowledge Management 
The Best-in-Class are 25% more likely to benchmark the performance of 
their travel and expense management practices. Benchmarking is key to 
driving performance improvement. By performing analyses on operational 
efficiency, processing costs and savings, companies can identify areas that 
need to be addressed for improvement. They can then devise strategies to 
overcome any obstacles presented by a specific process or step in the T&E 
management lifecycle. The use of an end-to-end solution also provides an 
additional advantage in benchmarking, as 88% of companies with these 

53% 

20% 

45% 

19% 

Best-in- 
Class 

All 
Other

Use End- 
to-End 

Do Not  
Use 

End-to-End 

"T&E is a cost that we are able 
to keep under control because 
we have the tools in place to 
help. We've gained greater 
control over our cost of travel, 
and total visibility into expenses 
allows us to use the 
information to do that." 

~ Director of Sales, North 
American Technology company 
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solutions perform benchmarking activities. They are 53% more likely to 
conduct benchmarking across different T&E processes and to measure 
outcomes and performance than those who currently use separate solutions 
for travel and expense management. 

Technology 
The Best-in-Class have clearly moved more readily towards a technology 
strategy utilising a single end-to-end T&E management solution, leveraging 
these solutions 2.3 times more frequently than Average and Laggards. But 
whether a company has pursued a strategy of end-to-end automation 
through a single T&E management system or by working to integrate 
multiple T&E solutions, the goal is to gain access to data that enables 
visibility across travel and expense management processes and spend. Best-
in-Class enterprises are able to drive performance and distinguish 
themselves by leveraging specific functions and features as part of their T&E 
solutions, regardless of their technology strategy: 

• Utilising the auditing feature within an expense management and 
reporting solution occurs 35% more frequently in Best-in-Class 
enterprises than in All Others. The ability to perform an automated 
audit enables companies to be more pro-active and efficient in their 
review of expense reports. Non-compliant submissions can be 
readily identified and cases of fraud (inadvertent or intentional) can 
be prevented. Application of the proper rules for reimbursement 
can keep a company from paying significant, unnecessary expenses. 

• Best-in-Class companies are 1.4 to 2.1 times more likely to utilise 
automated notification of travel policies and guidelines within travel 
booking and expense reporting solutions. These flags that are raised 
when instances of non-compliance are noted can prevent 
transactions from being processed or serve as reminders to 
travellers that they must comply with corporate T&E policies or risk 
being denied approval and / or reimbursement. Automated 
notifications provide preventive mechanisms that help organisations 
better control spend and capture savings. 

Further evidence that companies are moving towards an integrated end-to-
end management model for travel and expense management is provided by 
examining technology integration practices. Companies are making 
concerted efforts to leverage a T&E solution's ability to integrate with other 
T&E management solutions (when not using an end-to-end solution) and 
also the technology's ability to link to other corporate systems (Figure 8).  

"The ability to audit and review 
bookings and expense reports 
electronically has driven down 
non-compliance and reduced 
overall travel spend." 

~ CEO, Small Technology 
enterprise 
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Figure 8: Integration of T&E Management Systems 
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67%

Expense management and payroll solutions

Corporate card and expense management
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Corporate card and enterprise financial systems

Expense management and A/P solutions for
vendor payments

Online booking and expense management
solutions

Expense management and A/P solutions for
traveller reimbursement

All Others Best-in-Class  
Source: Aberdeen Group, September 2008 

Just as critical an integration target as linking expense management solutions 
with A/P and online booking systems is the ability to leverage corporate 
card data as part of the expense management process. Integrating corporate 
card solutions with expense management and reporting tools enables 
companies to feed T&E expense transactions directly from corporate card 
feeds into expense reports. A corporate card is effective in capturing a 
higher percentage of spend data and, depending on the corporate card 
provider, there is access to fairly detailed data (e.g. line-item charges for 
hotels). When this type of data is integrated with an expense management 
system, expense reports can be pre-populated to make the process simpler 
and quicker for the business traveller and more accurate for the company. 

Performance Management 
It is incumbent upon organisations to act on information collected to 
improve corporate performance. Best-in-Class companies regularly 
demonstrate a higher propensity for pro-active utilisation of T&E 
management information than their competitors. The Best-in-Class are: 

• 34% more likely to utilise information from T&E management 
systems to update and improve travel policies. This ensures that 
their policies are in line with business needs and industry trends, 
providing a platform for successful adoption of policies by business 
travellers, resulting in higher compliance and lower costs. 

• 12% more likely than All Others to use T&E spend data in supplier 
negotiations. By identifying how spend with different providers can 
be aggregated, companies can leverage this information to negotiate 
lower rates (e.g. higher savings) based on spend volumes.  

"Managing travel and expenses 
is critical. Integration and 
development of best-in-class 
policies and process are the 
key deliverables over the next 
12 months." 

~ Procurement Manager Large 
North American Financial 

Services enterprise 
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Performance Results 
The cumulative effect of formalising T&E policies and programmes, 
centralising management and leveraging key technologies is to drive 
performance improvements. Best-in-Class have demonstrated a clear 
advantage around processing costs and compliance, but also outperform 
their counterparts in other key areas of T&E performance (Table 4). 

Table 4: T&E Management Performance: Best-in-Class vs. All 
Others 

 Best-in-Class All Others 
Time to complete expense report 
electronically 

13.9 minutes 16.1 minutes 

Direct deposit reimbursement 4.2 days 7.9 days 

Cheque issued to employee 
reimbursement 

5.8 days 10.1 days 

Payment remitted to vendor 9.7 days 15.9 days 

Online booking with agent 
assistance transaction cost 

$8.61 $19.97 

Unauthorised vendor / agent via 
telephone transaction cost 

$11.66 $32.01 

Source: Aberdeen Group, September 2008 

Underlying the cost savings advantages that Best-in-Class enjoy are the 
efficiencies established in the T&E management lifecycle. Employees at Best-
in-Class companies are able to complete expense reports more quickly and 
are reimbursed more quickly than those at other companies. This not only 
reduces spend related to allocation of resources to these tasks, but also 
improves the satisfaction of the employee with the processes and solutions 
in use; they do not have to spend as much time on entering expense 
reports, which frees them for more productive activities, and they are able 
to get their money sooner rather than later, driving improved satisfaction. 

End-to-End: What Difference Does it Really Make? 
End-to-end T&E solutions manage all processes in the T&E lifecycle within 
one, consolidated system. This includes travel booking and management, 
payment by corporate or other types of payment cards and expense 
reporting. As a single system, each sub-process is integrated with other 
activities, allowing for data and information to be moved from step to step 
using automated methods. For example, travel booking information such as 
airline and travel dates can be pre-loaded into expense reports to simplify 
the data entry process. Integration between payment cards and expense 
reporting solutions simplifies processes and drives efficiencies while also 
ensuring accuracy of expenses.  

End-to-end travel and expense management solutions enable organisations 
to put more effective controls and reporting mechanisms in place that help 

"We need to have better 
visibility into where the dollars 
are being spent to assist in 
future vendor negotiations and 
policy revisions. This area is the 
second highest "fixed" expense 
and we need to get a better 
handle / control over this area 
via better reporting on an end-
to-end basis." 

~ Manager of Finance, 
Panasonic Corporate of North 

America 
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lower their cost structures and reduce actual spend. While discrete point 
solutions for elements of travel and expense management target the same 
anticipated benefits, the lack of tight integration combined with the higher 
total cost of ownership of multiple solutions results in more limited success 
(Table 5). 

Table 5: T&E Management Performance: End-to-End vs. Non End-
to-End Users 

 End-to-End Non End-to-End 
Time to complete expense report 
electronically 

12.2 minutes 16.8 minutes 

Direct deposit reimbursement 5.3 days 7.2 days 

Cheque issued to employee 
reimbursement 

5.8 days 9.7 days 

Payment remitted to vendor 11.7 days 15.7 days 

Online booking with agent 
assistance transaction cost 

$12.53 $18.83 

Unauthorised vendor / agent via 
telephone transaction cost 

$15.72 $33.72 

Source: Aberdeen Group, September 2008 

In several cases, the performance of companies utilising end-to-end 
solutions is at or near Best-in-Class levels. But cost and efficiency 
performance are not the only areas of advantage that have been noted when 
comparing the use of a single vendor end-to-end solution with a strategy of 
integrating different niche systems. Anticipating the value of a single end-to-
end T&E management solution, companies that currently do not use such a 
strategy indicate that they would expect visibility into, and control of, T&E 
processes and spend to be improved if a single, integrated end-to-end travel 
and expense management solution was in place at their company (Figure 9). 
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Figure 9: Control and Visibility into Processes and Spend:  
Self-Rated by Current Point Solution Users (1 - lowest to 5 - highest) 

 

Source: Aberdeen Group, September 2008 

Aberdeen Insights — Managing Process Transitions 

One of the key advantages of utilising a single, end-to-end solution to manage 
travel and expenses is the concept of self-containment. When single solution is in 
play for travel booking, expense reporting and data management, the burden of 
transitioning from one step in the T&E management process to another is 
managed by and within the solution. For example, a business traveller no longer 
has to book a flight using the company's online booking tool and then transfer that 
information to an expense report. Moving from step to step in a more seamless 
manner is better facilitated by an end-to-end T&E management solution (Figure 
10). 

Figure 10: Ability to Transition Between Steps in T&E Lifecycle 
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Chapter Three:  
Required Actions 

Whether a company is trying to move its performance in T&E management 
from Laggard to Industry Average, or Industry Average to Best-in-Class, the 
following actions will help spur the necessary performance improvements. 

Laggard Steps to Success 
Laggard enterprises have often not developed the most fundamental 
organisational capabilities, structures and policies or leveraged key 
technologies to support Average or Best-in-Class performance. 

• Formalise travel and expense management programmes, 
policies and processes across the enterprise. To ensure 
optimal performance, companies must establish formal T&E 
management programmes. A formal programme lays the foundation 
for standardising policies throughout the enterprise, which ensures 
that all business travellers are guided by the same corporate rules. 
Consistency of application enables performance repeatability. While 
85% of Laggard companies have formalised T&E management 
operations to some degree, only 31% have finalised implementation 
of processes and policies, whereas 60% of Best-in-Class companies 
have done so. 

• Leverage T&E management technologies. Best-in-Class 
enterprises are 25% to 97% more likely to use T&E management 
solutions such as online / self-booking tools, expense reporting 
tools, travel data management applications or travel management 
companies. These solutions provide significant opportunities for 
organisations to lower processing costs, improve efficiency and 
enhance access and visibility into spend data.  

Average Steps to Success 
While Average enterprises have enacted strategies that have helped them 
develop the basic organisational capabilities, structures and policies to 
support performance improvement and leveraged technology more readily 
than Laggards, they have not done so to Best-in-Class levels so have not yet 
achieved Best-in-Class performance. 

• Leverage T&E spend data for supplier negotiations. Best-in-
Class companies are 12% more likely than All Others to use T&E 
spend data in supplier negotiations. The ability to utilise data when 
sourcing T&E spend categories and negotiating contracts with 
suppliers is indicative of improved visibility into T&E spend data. By 
identifying how spend with different providers can be aggregated, 
companies can leverage this information to negotiate lower rates 
(e.g. higher savings) based on spend volumes. 

Fast Facts 

√ 95% of Best-in-Class 
enterprises have formalised 
travel and expense 
management programmes 

√ 75% of Best-in-Class 
companies leverage T&E 
spend data for use in 
supplier negotiations 

√ Best-in-Class organisations 
are 38% more likely than All 
others to utilise T&E 
management information to 
improve T&E programmes, 
processes and policies 

 

"T&E has taken front and 
centre stage in the past few 
months. It is very important to 
our executive leadership and is 
being highly scrutinised and cut 
every way possible." 

~ Manager of Procurement, 
Large North American 

Insurance Provider 
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• Integrate T&E management processes to establish lifecycle 
approach for travel and expense management. Process 
integration can be greatly facilitated by technology, and two 
different strategies emerge for accomplishing this goal. One model 
is to integrate single, disparate T&E management solutions (online 
booking, expense reporting, corporate cards, etc.) with each other, 
which occurs 50% more frequently in Best-in-Class than in Average 
companies. The second model of integration involves leveraging a 
single, end-to-end solution that can manage all T&E processes. The 
Best-in-Class are nearly twice as likely as Average performers to 
pursue this strategy. Leveraging technology to enable integration of 
T&E processes to establish a lifecycle management approach drives 
performance improvements beyond those realised by just 
automating T&E processes independently. Transitions from one step 
in the management process to the next are more easily 
accomplished, data can be more easily transferred between 
applications (in the multi-system integration approach) and 
processes (in the end-to-end system approach), bolstering integrity 
and accuracy by reducing manual intervention. Both technology 
implementation and integration strategies promote a holistic, 
lifecycle management approach to T&E. 

Best-in-Class Steps to Success 
The Best-in-Class have distinguished themselves by more readily developing 
key organisational competencies, optimising technology utilisation and 
addressing more complex issues related to T&E management to achieve the 
highest levels of comparative performance. 

• Maintain focus on continuous improvement of T&E 
management processes and business traveller satisfaction. 
A distinguishing characteristic of Best-in-Class enterprises relates to 
how they use information. While they leverage T&E data to 
aggressively pursue spend savings, they are also 35% more likely to 
utilise information gathered to improve T&E processes and policies 
and are 38% more likely to use it to improve the traveller 
experience. The Best-in-Class continuously strive to improve their 
T&E management programmes, as evidenced by the strategies 
employed and adoption of key technologies to drive performance. 
However, Best-in-Class companies must be wary of declaring 
victory in the T&E management war and losing focus on the very 
processes and solutions that allowed them to achieve their 
leadership status. The net result of continuous improvement 
through stronger policies and programmes will be ever higher levels 
of traveller satisfaction that will drive increased compliance and, 
subsequently, lower processing costs and spend savings. 
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Aberdeen Insights — Traveller Satisfaction 

It is critical that enterprises realise that optimal T&E management results when 
business travellers can seamlessly move from one process to the next and data 
is accurately transferred or exchanged between different T&E management 
processes. Managing travel and expenses as an integrated end-to-end lifecycle is 
the desired outcome to improve visibility and control. While a lifecycle 
management approach can be achieved by integrating disparate T&E 
management solutions such as online booking with expense reporting solutions, 
single, end-to-end solutions provide the highest level of satisfaction among 
business travellers and system users to perform key tasks in the T&E process 
(Figure 11). 

Figure 11: Satisfaction with T&E Management Solutions (Self-rated 1 - 
lowest to 5 - highest) 
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Appendix A:  
Research Methodology 

In September 2008, Aberdeen examined the use, the experiences and the 
intentions of more than 150 enterprises with regard to their T&E 
management programmes. 

Aberdeen supplemented this online survey effort with interviews with select 
survey respondents, gathering additional information on meetings, 
management strategies, experiences and results. 

Responding enterprises included the following: 

• Job title: Forty-one percent (41%) of respondents are managers; 
directors (24%); C-level (10%); vice president (9%); staff, consultants 
and others (16%). 

• Job function: The research sample includes respondents with the 
following job functions: procurement, supply chain or logistics 
(39%); finance (20%); sales and marketing (19%); business process 
management (8%); and others. 

• Industry: The research sample includes respondents from: high tech / 
software (21%); finance (18%); manufacturing (7%); and 30 other 
industries. 

• Geography: The majority of respondents (57%) are from North 
America. Remaining respondents were from Europe (19%), the 
Asia-Pacific region (11%), Middle East / Africa (10%) and the South / 
Central America and Caribbean region (4%). 

• Company size: Forty-six percent (46%) of respondents are from large 
enterprises (annual revenues above $1 billion); 33% are from mid-
size enterprises (annual revenues between $50 million and $1 
billion); and 21% of respondents are from small businesses (annual 
revenues of $50 million or less). 

Solution providers recognised as sponsors were solicited after the fact and 
had no substantive influence on the direction of this report. Their 
sponsorship has made it possible for Aberdeen Group to make these 
findings available to readers at no charge. 

 

 

 

 

 

 

Study Focus 

Responding executives 
completed an online survey 
that included questions 
designed to determine the 
following: 

√ The pressures, strategies, 
and organisational 
capabilities leveraged to 
effectively manage T&E 
activities and manage 
expenses 

√ The structure and 
effectiveness of existing T&E 
programmes 

√ Current and planned use of 
T&E technologies and 
services to streamline 
current strategies 

The study aimed to identify 
emerging best practices in T&E 
expense management, and to 
provide a framework by which 
readers could assess their own 
management capabilities. 
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Table 6: The PACE Framework Key 

Overview 
Aberdeen applies a methodology to benchmark research that evaluates the business pressures, actions, capabilities 
and enablers (PACE) that indicate corporate behaviour in specific business processes. These terms are defined as 
follows: 
Pressures — external forces that impact an organisation’s market position, competitiveness or business operations 
(e.g. economic, political and regulatory, technology, changing customer preferences, competitive) 
Actions — the strategic approaches that an organisation takes in response to industry pressures (e.g. align the 
corporate business model to leverage industry opportunities, such as product / service strategy, target markets, 
financial strategy, go-to-market and sales strategy) 
Capabilities — the business process competencies required to execute corporate strategy (e.g., skilled people, 
brand, market positioning, viable products / services, ecosystem partners, financing) 
Enablers — the key functionality of technology solutions required to support the organisation’s enabling business 
practices (e.g. development platform, applications, network connectivity, user interface, training and support, 
partner interfaces, data cleansing and management).  

Source: Aberdeen Group, September 2008 

Table 7: The Competitive Framework Key 

Overview 
 
The Aberdeen Competitive Framework defines enterprises 
as falling into one of the following three levels of practices 
and performance: 
Best-in-Class (20%) — Practices that are the best 
currently being employed and are significantly superior to 
the Industry Average, and result in the top industry 
performance. 
Industry Average (50%) — Practices that represent the 
average or norm, and result in average industry 
performance. 
Laggards (30%) — Practices that are significantly behind 
the average of the industry, and result in below average 
performance. 

 
In the following categories: 
Process — What is the scope of process 
standardisation? What is the efficiency and 
effectiveness of this process? 
Organisation — How is your company currently 
organised to manage and optimise this particular 
process? 
Knowledge — What visibility do you have into key 
data and intelligence required to manage this process? 
Technology — What level of automation have you 
used to support this process? How is this automation 
integrated and aligned? 
Performance — What do you measure? How 
frequently? What is your actual performance? 
 

Source: Aberdeen Group, September 2008 

Table 8: The Relationship Between PACE and the Competitive Framework 

PACE and the Competitive Framework – How They Interact 
Aberdeen research indicates that companies that identify the most influential pressures and take the most 
transformational and effective actions are most likely to achieve superior performance. The level of competitive 
performance that a company achieves is strongly determined by the PACE choices that they make and how well they 
execute those decisions. 

Source: Aberdeen Group, September 2008 
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Appendix B:  
Related Aberdeen Research 

Related Aberdeen research that forms a companion or reference to this 
report includes: 

• T&E Expense Management: Leveraging Data to Drive Performance; 
April, 2008 

• Travel and Procurement: The Convergence; October 2007 

• Travel & Entertainment Technologies and Services: Overcoming Obstacles 
Through Data Insight; May 2007 

• Expense Management Automation: Process Efficiency, Greater Visibility; 
February 2007 

• The CFO's View of Procurement; November 2007 

• The CPO's Strategic Agenda: Managing Performance, Reporting to 
the CFO; February 2007 

Information on these and any other Aberdeen publications can be found at 
http://www.aberdeen.com/channel/procs.asp. 

Aberdeen’s 2007 Global Supply Management Research Agenda is also 
available. 

Subscribe to the Global Supply Management RSS FEED at: 
http://www.aberdeen.com/2-0/rss/procurement.xml 
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