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Background 
CASME held Business Travel RoundTable meetings in Asia, Australasia, Europe, North America and Latin 
America.  The following main topics were discussed: 

• Stakeholder engagement 

• Company requirements 

• Industry and financial analysis 

• Strategies 

• Contracts 

• Technology. 

This Digest provides the key points, good practices and insights into future trends identified by CASME 
members at the RoundTable meetings held around the world. 

Stakeholder Engagement 

• The pandemic has resulted in Procurement collaborating with HR, Finance and Security to address the 
current status of the business travel category and to plan the ongoing strategy. 

• Procurement's management of business travel during the pandemic includes: 

o Focusing on the safety and wellbeing of employees who are required to travel 
o Establishing communication channels to ensure that employees are informed of the policies and safety 

measures that are in place; including an internal dashboard with information regarding COVID-19 
restrictions and travel requirements 

o Using risk management services such as International SOS (ISOS) and Anvil Riskmatics 
o Updating international and domestic travel policies based on information and advice from travel 

management companies (TMCs), the World Health Organization (WHO), and government authorities 
o Establishing an internal one-stop shop with the TMC that includes trip booking and approval, pre- and 

post-trip traveller guidance, links to ISOS and notifications/alerts for travellers 
o Restricting business travel to only essential, justified and approved trips, as well as eliminating day trips 
o Establishing a pre-selection procedure for all requests for meetings and/or travel, that either approves 

the travel or mandates that an online meeting is conducted 
o Communicating with TMCs, hotels and airlines to manage the requirements of the travellers, the internal 

stakeholders and senior management 
o Influencing travellers to comply with the company's business travel polices, use the booking services 

and tools provided, and the hotels that fulfil the company's safety and security criteria, by highlighting 
the security and safety risks of non-compliance 

o Reviewing the terms and conditions (T&Cs) within existing contracts 
o Negotiating fully flexible tickets with airlines to mitigate unexpected travel restrictions 
o Sourcing alternative hotels to substitute those that can no longer be used 
o Providing data to Finance regarding credits from airlines and hotels, as well as the reports obtained 

from TMCs for spend analysis. 

• Procurement's priorities when sourcing business travel services are influenced by the stakeholders' 
requirements regarding flexibility, cost and risk management.  This involves: 

o Obtaining feedback from the stakeholders to enable Procurement to target appropriate service 
providers to fulfil their requirements 

o Understanding the impact of flexible working patterns and the continuation of remote working on 
business travel and corporate duty of care requirements 

o Consolidating volume with fewer hotels to improve the organisation's negotiation leverage 
o Implementing a 'best-fare-of-the-day', open-source approach to booking flights, to increase flexibility 

and eliminate the locked-in volume and spend targets with specific airlines 
o Requesting TMCs to provide innovative solutions for fulfilling Finance's requirements regarding 

payment process and reporting. 

  

https://www.internationalsos.com/
https://anvilgroup.com/riskmatics-risk-management-technology/
https://www.who.int/
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Company Requirements 

• The pandemic has compelled companies to invest in new virtual meeting platforms to replace face-to-face 
meetings, resulting in substantial cost savings and reduced carbon footprints.  The use of virtual meetings 
instead of business travel will continue, and business travel is not expected to return to pre-pandemic levels. 

• Changes are being considered for travel policies that previously focused on cost, in order to address 
companies' duty of care responsibilities for their employees and travellers' compliance with the 
requirements, as well as the objectives of improving sustainability and attracting and retaining talent. 

• The changes to company policies that are being implemented as a result of the pandemic include: 

o Providing employees with up-to-date information on the status of domestic and international COVID-19 
restrictions and supporting them to comply with country-specific requirements 

o Allowing employees to decide whether to travel, while applying mandates regarding the need to be 
fully vaccinated and comply with COVID testing and country-specific requirements 

o Aligning the company's policies with the latest government policies for travel to ensure compliance 
o Centralising bookings through the TMC and an online booking tool (OBT) to optimise tracking and 

increase control at the company level 
o Mandating the completion of a formal, automated pre-trip approval process using an OBT that enforces 

compliance with the company's authorisation policy 
o Requiring employees to download specific apps to comply with the company's duty of care policies or 

to demonstrate their vaccination status 
o Applying a flexible working model that combines the use of videoconferencing and virtual reality (VR) 

applications with reduced travel frequencies 
o Establishing a business travel framework for 2022 onwards, to develop guidelines for whether travel or 

an online meeting is appropriate for each type of business meeting 
o Educating employees regarding sustainability and carbon dioxide (CO2) emissions, to reduce the 

demand for business travel 
o Encouraging fewer people to travel together for a single trip 
o Combining employee wellbeing and sustainability initiatives to encourage employees to limit travel 
o Separating travel and expense policies and incorporating them within the procurement policy 
o Monitoring travellers using systems such as those provided by ISOS, to support increased traveller 

safety and security requirements. 

Sustainability 

• The approaches that are being applied for achieving sustainability targets include: 

o Using reports from TMCs and agencies to identify the routes that represent the highest levels of carbon 
emissions, and developing strategies for reducing these levels 

o Requiring TMCs to provide data to travellers during the booking process regarding the CO2 emissions 
for different travel options, and suggestions for alternative forms of transport to influence their decisions 

o Using application programming interfaces (APIs) linked to the company's OBT to present data to 
travellers regarding the average levels of CO2 for air and rail travel, and hotel rooms per night 

o Including sustainability criteria in requests for proposals (RFPs) and requesting information from airlines 
and hotels regarding their sustainability status and plans for reducing carbon emissions 

o Reporting the environmental data obtained from business travel providers on an internal dashboard to 
support the decision-making for travel policies 

o Monitoring the carbon emissions within end-to-end travel activities, including accommodation and the 
fuel consumption for both air and ground transportation 

o Identifying airlines that are using sustainable aviation fuel (SAF) 
o Reviewing current contracts from a sustainability perspective 
o Partnering with Thrust Carbon to develop action plans and targets 
o Using EcoVadis to assess service providers' sustainability status. 

Industry and Financial Analysis 

• The impact of the pandemic on business travel services includes: 

o Reduced service levels from TMCs due to employees being furloughed and those returning to work 
requiring retraining 

o The financial stability of TMCs and the viability of their businesses being at risk due to the negative 
impact of the pandemic on the travel industry 

o Key personnel leaving airlines, hotels and TMCs reducing the quality of account management 

https://www.thrustcarbon.com/
https://ecovadis.com/
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o Hotel accommodation being unavailable due to closures and venues being used for quarantine 
o Mergers and acquisitions (M&As) decreasing the number of service providers in the market 
o Airlines and hotels needing to adjust to increasing demand in the coming year 
o Decreased availability, increased rates and high demand for car rental services. 

• Procurement obtains industry and benchmarking information from sources such as: 

o American Express Global Business Travel (Amex GBT) 
o Business Travel News 
o CASME 
o The Hackett Group 
o McKinsey & Company 
o TMCs and OBTs 
o Requests for information (RFIs) 
o Global newspapers. 

• Procurement is collaborating with Finance to obtain information regarding the impact of reduced business 
travel expenditure on budget allocations, and is starting to discuss the financial position with travel services 
providers based on these spend reductions. 

• The New Distribution Capability (NDC) standard is expected to provide dynamic information regarding air 
travel directly to the travellers to enable improved customisation of trips.  However, the deployment of the 
standard has been delayed due to the pandemic, and information is not yet being conveyed by the travel 
agencies to their customers. 

• The post-pandemic recovery of the airline industry is expected to be slow due to the reduction in both 
personal and business travel, as well as companies continuing to use virtual meetings to replace travel and 
improve their sustainability status. 

Strategies 
• Using TMCs is regarded as a necessity for managing organisations' business travel requirements, in order to 

benefit from the TMCs' industry expertise and their leverage in negotiations with the service providers based 
on consolidating volume from their various clients. 

• Other benefits of using TMCs include that they provide: 

o Booking and direct payment services 
o Financial support as a third-party payment processor 
o Data, analysis and reporting 
o Follow-up customer services 
o Visibility regarding the location of travellers 
o Value-added services to assist client companies, Procurement and travellers. 

• Due to uncertainty regarding how the business travel category, market and requirements will change in the 
near future, Procurement has been extending existing contracts rather than conducting requests for 
proposals (RFPs) until conditions stabilise. 

• In companies where RFPs have continued, Procurement is using data from 2019 as a baseline and modifying 
the requirements according to data from 2020 and 2021. 

Contracts 

• The pricing models that are being applied in contracts with TMCs include: 

o A fixed fee or a combination of fixed and variable fees 
o A fixed monthly fee plus a transactional fee 
o A transactional fee model with a minimum number of transactions per year. 

• The fixed fee per transaction may differ for online and offline transactions, and a discount may be applied 
when the volume reaches an agreed threshold. 

• The pricing models previously agreed with TMCs have typically been maintained during the pandemic; 
although new pricing is expected to be proposed once business travel stabilises. 

• The performance of TMCs is being monitored and evaluated using surveys and scorecards completed by the 
travellers and the business stakeholders. 

  

https://www.amexglobalbusinesstravel.com/
https://www.businesstravelnews.com/
https://casme.com/
https://www.thehackettgroup.com/
https://www.mckinsey.com/
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• The key performance indicators (KPIs) for TMCs include metrics regarding: 

o Customer satisfaction 
o Response times to queries and complaints 
o Call waiting times and abandoned call rates 
o The cost of transactions 
o Traveller safety 
o Mandatory travel requirements, such as visas and vaccinations 
o Travellers' compliance with booking through the TMC and using the OBT 
o OBT uptime and downtime 
o Sustainability criteria 
o Diversity and inclusion (D&I) in the supply chain. 

• TMCs are required to provide quarterly reports regarding their performance against the service level 
agreements (SLAs) that are included in contracts. 

• TMCs are regarded as strategic partners and the focus during the pandemic has been on supplier 
relationship management (SRM) to enhance mutual trust and collaboration, in order to effectively manage 
changes and develop contingency plans for managing requirements and the supply base. 

• Transitioning to a new TMC is complex and requires structured change management, as well as the need to 
create new traveller profiles and ensure that training is provided for using new platforms, which can be a 
lengthy and expensive process. 

Technology 
• The pandemic has influenced the adoption of OBTs to enable employees to make travel bookings while 

working from home, and ensuring compliance with travel policies and restrictions. 

• Platforms such as Concur Travel and Neo are being used for travel and expense management, which 
travellers can access via mobile apps. 

• Many companies require travellers to use the ISOS Assistance mobile app in order to track their locations 
and support their safety. 

• Specialist platforms such as Travel Analytics and Unlocked Data are being used for managing travel data and 
creating dashboards of travel, expense and sustainability data. 

• Business travel procurement teams have been implementing systems and tools for improving data and 
reporting, including travel dashboards to record business travel data for analysis and benchmarking, 
monitoring rates and supplier performance, and providing information to Finance and senior executives. 

• Reporting tools are starting to be used by organisations to monitor the carbon emissions represented by 
business travel and to reduce their carbon footprints. 

Resource Centre Links 
The following are links to the full meeting notes for each region: 

• Asia 

• Australasia 

• Europe 

• Latin America 

• North America 

 

 

 

 

Important 
This report is a summary of the facilitated discussions held between the CASME members who attended the meetings.  CASME is not a consultancy 
and does not provide advice.  The accuracy or validity of any recommendations or references, particularly to legislation and regulations, contained in 
the report should be verified by the reader prior to being acted upon.  Any third-party organisations named in this report are not recommendations 
but are examples of companies mentioned during the meeting that may be considered when sourcing the relevant products or services.  These are 
not intended to form an exhaustive list and it is likely that other organisations not listed also provide similar products or services. 
 
Any intellectual property (IP) (including, but not limited to, copyright and database rights) in this work is vested in CASME, which is the trading name 
of Market Focus Research Limited, and the document is issued in confidence for the purpose only for which it is supplied.  It must not be reproduced 
or distributed in whole or in part in any material form or medium except with agreement or consent in writing from CASME, and then only on 
condition that this notice is included in any such reproduction.  Full terms and conditions can be accessed at the CASME Resource Centre: 
www.casme.com. 

  

https://www.concur.com/en-us/travel-booking
https://www.amexglobalbusinesstravel.com/uk/neo-travel-expense/
https://www.internationalsos.com/subscriber/assistance-app
https://travelanalytics.com.au/
https://www.unlockeddata.com/
https://members.casme.com/node/1096699
https://members.casme.com/node/1121598
https://members.casme.com/node/1122716
https://members.casme.com/node/1123885
https://members.casme.com/node/1121599
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ADDITIONAL INFORMATION 
 

Global Digests provide valuable category and strategic insights to CASME members, as part of a much wider 
subscription service that is delivered to hundreds of corporate indirect procurement teams worldwide.  

CASME connects the authentic experiences and perspectives of its global membership network, comprising 
thousands of procurement professionals, and delivers information services that enrich personal knowledge and 
team performance.  

With more than 200 events, and 1,000+ insight materials and benchmarking reports to choose from, CASME is a 
great resource for networking, learning and personal development. 

Our members actively benefit from: 

 

Unrivalled EVENTS AND NETWORKING 

• Interactive Events – including RoundTables, Mini-RoundTables and Panel Discussions 

• Briefings – such as Category SpotLights, Guest Webinars and Podcasts 

• Link-Ups – which are one-to-one facilitated introductions 

 

Comparative INSIGHTS AND INTELLIGENCE 

• Peer Intelligence – Reports and Recordings from events, and Global Digests 

• Procurement Guides – ToolKits, and Good Practice and Category Strategy Guides 

• Partner Intelligence – such as research papers 

 

Unique and Authentic BENCHMARKING 

• Procurement Examiners – including extended studies, SnapShots and Panel Discussion Reports 

• Best in Class – with Maturity Matrix and Index. 

 

Furthermore, our impartial services are delivered across 24 indirect procurement categories 
and practice areas, without input or influence from suppliers or sponsors. 

 

  

 

 

 

 

 

 

 

 

 

 
CASME is the trading name of Market Focus Research Limited 

EMEA and Head Office: 1 Holt Barns, Frith End, Bordon, GU35 0QW, United Kingdom 
T: +44 1420 488355    W: casme.com    E: info@casme.com 

 

 

ALREADY A MEMBER? 
 

Log in to the CASME Resource Centre to 
register for an event, personalise your 
Dashboard, or print your CPD/CEH certificate 
as proof of accredited CIPS/ISM/PASIA 
professional learning hours.   

Talk to your local CASME client services 
representative to discover how we can help.   

 

 

NOT A MEMBER? 
 

Visit casme.com for more information, and 
Request a Demo or Contact Us to discover 
how CASME membership will provide vital 
information to support the achievement of 
your strategic objectives and category plans. 

https://members.casme.com/future-interactive-events
https://members.casme.com/insights
https://members.casme.com/previous-benchmarking
https://members.casme.com/user/login
https://members.casme.com/about
https://members.casme.com/about
http://www.casme.com/
https://casme.com/book-demonstration?refer_url=Home
https://casme.com/contact-us
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