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INTRODUCTION
Corporate travel is a key operational business 
activity for Indian enterprises as they visit clients, 
suppliers and investors and pursue the ongoing 
aim of building their business both domestically 
and internationally. The virtual office and remote 
communications have not yet replaced, and may 
never do, the need for face-to-face contact, which 
necessitates business travel.

But Indian enterprises are at a tipping point of 
technology adoption in terms of managing their 
travel and expenses (T&E) expenditure. As the 
findings of this study show, processes are still 
largely manual or a combination of automated 
and manual. 

This is one of the interesting insights of this 
research, which is sponsored by Concur, a 
leading provider of integrated travel and expense 
management solutions.

For those organisations that are using automatic 
T&E processes, most of those were developed 
in-house and very few of them are linked to any 
cloud-based architecture. Smartphones have not 
yet penetrated the world of the Indian business 
traveller as they have for other parts of Asia and 
the Asia-Pacific. 

At the same time, there is an acknowledged 
need for greater visibility and control over the 
travel and expenses process. Executives with 
responsibility for the T&E function cite difficulties 
in obtaining more granular information on 
individual employee patterns of usage and 
compliance, and a lack of flexibility in obtaining 
best pricing for hotels, car rental and airline costs. 
Compliance and presenting information ready for 
the audit process are other challenges created by 
the current T&E process.

Cloud adoption represents a transforming wave 
for the T&E process. A third of the organisations 
surveyed have already adopted the cloud for 
some business processes. And four out of ten 
interviewees say they are comfortable with using 
the cloud to store T&E data, a result which should 
give some momentum for cloud services in this 
area.

Still of concern, however, are issues of security. 
Interviewees are equally split between being 
concerned about the security aspects of cloud 
storage, and being relaxed on the issue. 

And despite all the talk about the cloud, around 
three out of ten interviewees say they “don’t 
know much about the cloud.” As that situation 
changes, the expectation must be that cloud-
based solutions in this T&E area will gather 
momentum, and address many of the challenges 
and concerns in current systems and processes.
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The majority of enterprises (74%) have 21 or 
more people in their organisation who travel 
for business. Of this 74%, one out of ten (15%) 
have 21 to 30 people who travel, 8% have 31 to 
50 people who travel, and 51% have more than 
50 people who travel. 

The majority of this travel occurs on a regular 
basis. Eight out of ten of the executives surveyed 
say their people travel at least once a month or 
more frequently. Broken down into frequency, this 
equates to those who travel once a week (24%), 
once a fortnight (32%) and once a month (24%).

Both manual and automated methods of 
processing are prevalent. While 39% of 
the executives surveyed say they have a fully 
automated system, 37% say their organisation 
uses paper forms, which are filled and then routed 
manually to approvals. Another 23% say their 
processes are a mix of manual and automated. 

Of those companies that have an automated or 
a semi-automated T&E process, 58% describe 
the system as developed in-house. Typically, in-
house developed systems can be automated but 
not necessarily integrated with other business 
processes, presenting challenges such as visibility 
and real-time tracking of transactions. 

Dissatisfaction with the current T&E system 
is highest in the areas of mobility, visibility 
and control. More than a fourth each of the 
executives surveyed say they are dissatisfied or 
not satisfied at all with the system’s ability to 
request and approve travel and expenses anytime 
anywhere (31%), track who is spending how 
much, how frequently and where (27%), and act 
on spend before it takes place (27%).

The majority of respondents feel there is 
scope to reduce T&E spend. While 45% report 
that their travel and expenses budget equals only 
2% or less of total revenues and 70% report that 
spending is within the budget, 68% still believe 
that T&E expenses can be lowered. 

The solutions may lie in increased automation and 
visibility. Six out of ten of the executives surveyed 
concede that their current T&E system does not 
allow the company to extract better rates from 
suppliers (61%) and does not give information 
about the most frequented destinations, nights 
spend in particular hotels and seats booked in 
particular airlines (54%). 

Key Takeaways
CFO Innovation Asia surveyed key executives responsible for travel 
and expenses policies and processes in Indian enterprises. The group 
largely comprised CFOs and Finance Directors, as well as other C-level 
executives and business owners. Here are some of the key findings:
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How many people travel for business purpose across all functions?

Physical travel remains 
prevalent

Despite the rise of digital communications and virtual conferences, face-to-face contacts are still very 
important for enterprises in India. The majority (51%) of the CFOs and other executives surveyed say 
more than 50 people across all functions in their organisation travel for business purposes in domestic 
and international markets.

At least 21 people travel on business in 74% of the companies surveyed. Many of them travel frequently 
– 25% once a week and another 35% once a fortnight. 
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What is the average frequency of business travel?

The majority of the business travellers are out of the office at least once a month. Twenty four percent 
of the executives surveyed say their people travel once a week, 32% say their people travel once a 
fortnight, while 24% say their people travel once a month.

All told, 80% of companies send their people on business travel at least once a month or more 
frequently.
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What is the T&E budget in the current fiscal year as 
a percentage of revenues?

Four out of ten respondents report that their 
travel and expenses budget equals less than 1% 
(17%) or at least 2% (28%) of annual revenues. 

But 9% of the companies surveyed are in the high-
est expense band; travel and expenses equate to 
more than 10% of organisational revenues for 
this group. A relatively large proportion – 28% 
–  allocate more than 4% of annual revenues to 
spending on travel and associated expenses.

Closer analysis of this relatively high-spending 
group reveals that 63% send 51 or more people 
on business travel, while only 47% of the lower 
spending group (that is, those whose T&E bud-
get is less than 4% of revenues) have 51 or more 
people who travel. 

In addition to having more business travelers, 
the high-spend group have a higher proportion 
of smartphone users (63%) than the lower spend 
group (43%), implying that some of the higher 
spending may be related to smartphone usage 
such as data roaming.

Interestingly, 54% of respondents in the high 
spend group says they have little visibility into 
spends, compared with only 37% of the low 
spend group who say the same. And half of the 
high spend group say they face the challenge of 
controlling spend, compared with only 23% in the 
low spend group. 

It seems that the more people travel, the tougher 
the challenge of tracking and controlling T&E ex-
penses – and the higher the risk of needing to 
allocate a bigger proportion of revenues to such 
expenditures.  
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What proportion of business travelers uses a smartphone?

A large percentage, but not all, of staff members who travel are equipped with smartphones. About half 
(49%) of the interviewees report that at least 75% of the business travellers from their organisation 
travel with smartphones. 
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How would you describe the existing travel & expenses 
process in your company? 

Automation is 
catching up

Manual methods of processing travel and related expenses are still prevalent in Indian companies. 
More than a third of respondents – 37% – report that their organisations use paper forms that are 
filled and then routed manually for approval. Further to this, another 23% say that their processes 
are a mix of manual and automated, combining both physical form filling with email and electronic 
approval. 

But 39% of organisations are fully automated – with an online approval form completed and approved 
electronically – in terms of their travel and expenses processes. Given that 23% report a mix of meth-
ods, this indicates that automation is catching up in India.
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What automated solution does your company use?

Among companies that have an automated or 
semi-automated travel and expenses system, the 
majority – 58%  – are using processes that have 
been developed in-house. Only 32% are using on-
premise packaged software.

Cloud based solutions are only slowly gaining 
traction in the T&E area, with an uptake of just 
7% among those using fully automated or semi-
automated systems.
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How long does it take for a travel request to be approved?

Travel requests are generally approved within five days across all the enterprises surveyed – 99% of 
interviewees report that approvals are processed within this time frame. Thirty-five percent – the same 
proportion of respondents who describe their company’s T&E process as fully automated – say that all 
stages of the approval process can be cleared inside one day in their organisations.

This finding highlights the role of automation in speeding up approvals, which in turn means higher 
savings. 
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Frustrations and 
Challenges
What are the challenges finance and end-users face?

Respondents were presented with a set of challenges that finance and end-users of the T&E system 
can potentially experience. They were asked to identify which challenges their company is actually 
encountering, with multiple responses allowed.

In India, the key frustration from the existing T&E experience is a lack of visibility, cited by 41% of 
respondents. The other problem areas, in descending frequency of mentions, are loss of time and 
productivity due to the time consumed (39%), the lack of control over spends (30%) and issues faced 
during audit (also 30%).

Tellingly, only 6% say they have no major problems with their T&E processes, which means that more 
than nine out of ten respondents are coping with some degree of frustration, both from the end-user 
and the finance function side.

Total does not add up to 100% because multiple responses are allowed. 
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How satisfied is finance with the current travel & expenses process? 

CFOs are most dissatisfied in the areas of mobility, visibility and control. More than a quarter each 
of the executives surveyed say they are dissatisfied or not satisfied at all with the system’s ability to 
request and approve travel and expenses anytime anywhere (31%), ability to track who is spending 
how much, how frequently and where (27%), and ability to let finance act on spend before it takes 
place (27%).

On balance, CFOs would appear to be more satisfied than not, with the majority rating their satisfaction 
level against the five criteria as either “satisfied” or “neither satisfied nor dissatisfied.”
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More clarity into frustrations and challenges – 
and areas of satisfaction – is provided when re-
spondents were asked to answer yes, no or don’t 
know to eleven questions about their current T&E 
systems and processes.

There is broad satisfaction with the T&E system’s 
ability to keep expenses within budget (70% an-
swer yes), detect double claims or inflated non-
compliant claims (58%), and visibility into how 
many people complying with policies and spend-
ing within policy frameworks (56%).

Fewer respondents, though still a bare majority, 
agree that their current T&E system allow visibility 
into who is spending how much, how frequently 
and where (50%).

However, the majority are apparently dissatisfied 
with the T&E system’s ability to cut costs, despite 
agreeing with the statement that T&E expendi-
tures are staying within budget. Nearly seven out 
of ten (68%) believe that there is ongoing scope 
to reduce their organisation’s spend, and for a va-
riety of reasons. 

The system, the CFOs add, does not have the abil-
ity to allow finance to extract better rates from 
suppliers (61% say so). When asked whether fi-
nance has visibility into the most frequently vis-
ited destinations, and hotels and airlines booked, 
54% reported they did not have such visibility.

There is roughly an even split between enterprises 
on whether the current system allows employees 
to request and approve travel and other spend-
ing from anywhere and anytime (48% yes, 47% 
no), that all the relevant travel and expenses data 
can be automatically pull out at the time of audit 
(48% and 45%).

There is a split as well on whether employees en-
joy the benefit of claiming expenses as they hap-
pen and the existence of a policy of duty of care 
for employees. Disturbingly, 14% of respondents 
say they do not know whether or not their com-
pany has a policy on duty of care for employees 
on travel. 

  Yes No Don’t know

Areas of broad satisfaction      

Are travel & expenses spend within budget? 70% 26% 4%

Are you able to detect double claims or inflated  58% 30% 12% 
non-compliant claims? 

Do you have visibility into how many people are  56% 38% 6% 
complying with the policies and spending within  
the policy frameworks? 

Do you have visibility into who is spending how much,  50% 45% 6% 
how frequently and where?      

Areas split between satisfaction and dissatisfaction      

Can employees request and approve travel & other  49% 47% 5% 
spends from anywhere and anytime? 

Can all the relevant travel and expenses data be  48% 45% 8% 
automatically pulled out at the time of audit? 

Do employees enjoy the benefit of claiming expenses as they happen? 47% 48% 6% 

Do you have a policy for Duty of Care for your employees? 45% 42% 14%  

Areas of broad dissatisfaction      

Do you feel there is scope to reduce travel & expenses spend? 68% 18% 14%

Does the system allow you to extract better rates from suppliers? 31% 61% 8%

Do you have visibility into the most frequented destinations,  41% 54% 5% 
nights spent in particular hotels, seats booked in particular airlines? 

Please answer each question on the features of the existing 
travel & expenses process.

About Concur

About CFO Innovation

©2014 Questex Asia Ltd. All rights reserved. All 
information in this report is verified to the best 
of the publisher’s ability. However Questex Asia 
Ltd does not accept responsibility for any loss 
arising from reliance on it.

The opinions and conclusions in this report 
are the responsibility of CFO Innovation Asia 
and do not necessarily reflect the opinions and 
conclusions of Concur.

Neither this publication nor any part of it may 
be reproduced, stored in a retrieval system, 
or transmitted in any form or by any means 
electronic, mechanical, photocopying, recording, 
or otherwise, without the prior permission of 
Questex Asia Ltd.



CFO INNOVATION INSIGHT SURVEY TOWARDS GREATER VISIBILITY © FEBRUARY 2014 QUESTEX ASIA LTD

14

The Ideal T&E System

Key Takeaways

Introduction

Physical Travel Remains 
Prevalent

About the Report

Conclusion

Mixed Feelings About  
the Cloud

Frustrations and 
Challenges

Automation Is Catching Up

Controlling Travel & 
Expenses in the Indian 
Market

The Ideal T&E System
What are your expectations of the ideal travel & expenses 
system for your company? 

Respondents were presented with nine 
characteristics of an ideal T&E system and asked 
to choose three that they consider important, and 
rank those three according to most important, 
second most important and third most important.

The key expectation, going forward, is a need to 
ensure compliance with company policy, cited as 
the most important characteristic of the ideal T&E 
system by 24% of respondents (and as important 
overall by 49%).

Next in importance are for enterprises to gain 
more control on T&E spending and deliver savings 
to the company (44% rate this as important, 
with 24% citing this characteristic as the most 
important issue), have the ability to drill down 
and obtain detailed data on T&E spending and 
deliver more insight to senior management (40% 
and 13%), and make it easy for the end-user to 
navigate the system (40% and 13%).

The lowest priorities, at this point in the evolution 
of T&E processes in India, are granting end-users 
anywhere-anytime accessibility (22% important, 
7% most important) and making the system work 
on mobile and smartphones (19% and 5%). 

Totals do not add up to 100% because respondents were asked to choose only three of the nine 
characteristics and rank them in order of importance. 
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Mixed Feelings About 
the Cloud
Which statements about cloud computing do you agree with? 

In addition to mobility, the other new trend with 
regards to T&E systems is cloud computing. The 
respondents were asked which of the six statements 
about the cloud they agree with. Their responses are 
illuminating. 

The majority (51%) are using cloud-based services 
in their personal life, such as for email and social 
media, but only 32% of their company are utilizing 
the cloud for business processes. 

Familiarity with the cloud at home may be helping 
make some executives open to using the cloud at 
work – 34% say they are comfortable with storing 
travel and expenses data in third-party data centres, 
while 24% say they do not have any data security 
concerns about the cloud with regards to T&E.

However, there is still an education process required 
for a full understanding of the security and other 
implications of migrating to the cloud in the business 
context. A third of respondents – 34% – say they 
don’t know much about this new delivery platform. 
And regardless of whether they have knowledge or 
not, 24% express some concerns about data security 
on the cloud.

The fact that 34% say they are “comfortable” with 
using the cloud for T&E – much higher than the 
7% of the companies surveyed that have actually 
implemented a cloud-based T&E solution – would 
suggest that the momentum for adoption is building.
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Conclusion 
T&E processes in Indian organisations appear to set for a next wave of maturation as cloud-based 
adoption increases, along with the use of smartphones by business travellers. Business travel is a regu-
lar and sizeable operation for many Indian organisations, most of which have systems and processing 
which fulfil their current needs within existing budgets. 

Beyond this, however, there is a recognition that the situation can improve, and technology can play a 
part in that process to drive compliance, visibility and control and deliver better data management to 
senior managers, and also into improving the audit process. 

The maturation, it would seem, will take time to gather momentum in the short term as levels of com-
fort and familiarity with key tools, such as cloud based solutions, begin to find greater acceptance. And 
much of the focus will be on core parts of the T&E process, rather than innovations. 

In terms of their T&E, Indian enterprises want the basics first, and the “bells and whistles” second as 
they move to improve their T&E processes.
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About this Report
Fieldwork for this survey was done from December 2013 to February 2014. The 101 respondents were 
CFOs and other senior executives in New Delhi, Mumbai, Bangalore and other major Indian cities.
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About CFO Innovation

About Concur

An integrated digital, conference and research platform of Questex Media in the 
US, CFO Innovation Asia aims to provide strategic intelligence to the region’s 
CFOs, finance directors, controllers and treasurers. It reaches more than 25,000 
finance professionals through its three-times-a-week newsletters and regularly 
updated website.

CFO Innovation organises the annual two-day CFO Innovation Asia Forum in Sin-
gapore and other conferences in Hong Kong, Jakarta, Kuala Lumpur, Manila and 
Shanghai. It also broadcasts webinars and conducts research on a wide variety of 
finance, accounting, treasury, management and career development topics.

For more information, please see www.cfoinnovation.com

Concur is a leading provider of integrated travel and expense management 
solutions. The company’s easy-to-use cloud-based and mobile solutions adapt to 
individual employee preferences and scale to meet the needs of companies from 
small to large.
 
Concur helps ensure that corporate travel is booked within policy before the 
trip is taken and reconciles expenses after travel is completed. By capturing and 
reporting on every aspect of travel and entertainment (T&E) spend, Concur’s 
services provide detailed information to help clients effectively control spend and 
manage compliance.
 
And to keep employees productive while travelling, Concur’s mobile application 
enables business travellers to create, review and approve expense claims and 
book and change travel itineraries – all from a smartphone. Trusted by thousands 
of businesses in more than 150 countries, it’s estimated that roughly 10 percent of 
the world’s T&E spend is processed by Concur.

Learn more at www.concur.co.in
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