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In December 2013 and January 2014, Aberdeen conducted its annual 
Travel and Expense Management (T&E) survey. The need to reduce 
costs and improve savings emerges as a consistent trend over the past 
three years. Additionally, incurring a growth in savings with the 
elimination of manual and paper-based processes has dramatically 
increased, but remains a pain point for the industry. In this report, we 
uncover key actions being taken by Best-in-Class companies and their 
need to improve business travelers' productivity.  

Business Travel Productivity 

The Travel and Expense (T&E) industry measures productivity as 
labor to output. Business travel productivity, however, can be a 
complex measurement with several variables. For example, do 
people book their own trips, or do they have an agency? How are 
their expenses captured? By asking these questions, organizations 
attempt to determine whether their travelers are being ‘‘productive," 
and if the investment in the labor of those travelers is providing the 
expected outcome for the organization.  

For the purpose of this paper, business travel productivity will 
capture this concept from pre- to post-travel and its ineffectiveness 
or areas of effectiveness. 

The Value of T&E for 2014 

In our recent T&E survey, Aberdeen asked the question: ‘‘How does 
T&E expense management fit into your organization’s 2014 
corporate strategy?’’ In Figure 1 our survey research shows that 43% 
of Best-in-Class organizations consider T&E expense management a 
critical strategy for 2014. Best-in-Class, Industry Average, and 
Laggard maturity framework is described in the sidebar.   

How does T&E 
expense 
management 
fit into your 
organization’s 
2014 corporate 
strategy? 
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Figure 1: Corporate Strategic Value of T&E 

The ‘‘Do More with Less’’ Imperative 

Historically, the top two key T&E pressures facing organizations have 
remained relatively consistent in our studies. However, this year’s 
data shows that the need to reduce processing costs has grown 
among the Best-in-Class, represented by a separation of 16% over 
comparable Laggards. This is based on the surveys’ 126 
respondents. One cannot ignore the need to reduce costs regardless 
of industry; we live in the time of do more with less, while turning a 
profit.  

In line with this need to do more with less, we also still see 
organizations struggling with the need to eliminate manual and 
paper-based processes. The elimination of these processes allows 
organizations to increase savings, reduce processing costs, and 
improve overall sustainability. But what it also provides is something 
far greater. It provides visibility. With modern digital documentation, 
companies no longer risk quality and customer retention at the 
expense of paper shuffling mistakes. This makes it a top priority for 
both Best-in-Class, as well as Laggard organizations.   

Aberdeen applies a 
methodology to 
benchmark research that 
evaluates business 
Pressures, Actions, 
Capabilities, and Enablers 
(PACE) that indicate 
corporate behavior in 
specific business 
processes: 

Pressures --- the external 
forces that impact an 
organization’s market 
position, competitiveness, 
or business operations. 

Actions --- the strategic 
approaches that an 
organization takes in 
response to industry 
pressures. 

Capabilities --- the 
business process 
competencies required to 
execute corporate 
strategy.  

Enablers --- the key 
functionality of 
technology solutions 
required to support the 
organization’s enabling 
business practices. 

Source: Aberdeen Group, May 2014 
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Rounding out this ‘‘do more with less’’ for T&E, among our 126 
respondents, the ‘‘Lack of business traveler productivity’’ has 
become a new key pressure this year, as seen in Figure 2. This metric 
has not really made it in our top three lists in prior years. So why are 
respondents looking at this pressure now? Our data suggests that 
businesses are struggling with how the need to ensure productivity 
properly equates to employee output while traveling. This becomes 
an even greater concern when organizations must calculate their 
ROI on business ventures, customer development, and employee 
development. 

Figure 2: Pressures Driving Need to Improve T&E 

Strategic Actions 

Now that we’ve established the key pressures felt by respondents for 
T&E in 2014, what then can organizations do to reduce these pain 
points? Executives want to arm their employees with better 
technologies to manage the minefield of expense management, 
policies, regulations, and procedures.  

The top strategic actions reported by respondents include: 

Source: Aberdeen Group, May 2014 
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 Ensuring the ability to analyze actual vs. booked travel 

 Proper solution integrates with existing travel systems and 
suppliers 

 Capturing increased efficiency across travel and expense 
management programs 

 The ability to either integrate or move to one holistic system 
to manage travel and expense 

In addition, Aberdeen’s research has found that organizations that 
leverage analytics outperform those organizations that do not. With 
an 11% separation between the Best-in-Class and All Others, we see 
this as a consistent trend occurring across industries. The ability to 
make fact-based decisions in a timely and efficient manner is no 
longer a nicety, but a requirement. Organizations look at real-time 
data streams and expect their employees in the field to be as well 
connected as those inside the facility. The excuse of ‘‘they’re not 
available to access that,’’ is no longer acceptable. Now it’s chic to be 
there, be live, and have real answers, wherever you are.   

Not automating key components of T&E expense management could 
mean your organization gets left behind. Delivering on customer 
value and employee satisfaction has always been a winning 
combination. One way businesses go about it today is by proving 
these efficiencies to their employees and driving greater customer 
satisfaction through the use of technology. With the ability to gain 
visibility, an organization gains control. 

 By gaining control, an organization can now take care of their pain 
points, which can range from: 

 In/Out of policy spend 

 Approvals and traceability 
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 Leakage 

 Tax reclaim issues 

 Managing paper and manual processes 

 Reconciliation problems 

 Complex approvals 

With the ability to enforce policies, leverage analytics and automate 
key components, an organization’s T&E professional now has the 
tools to ensure travel is compliant with company policy, is the most 
affordable option via business analytics, and is automated to 
simplify processes and improve accuracy on spend and business 
requirements. 

Figure 3: Strategic Actions Currently Used 

Source: Aberdeen Group, May 2014 
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Best-in-Class Maturity Framework 

Aberdeen utilizes its Best-in-Class Maturity Framework to segregate 
all end-user survey responses into three unique buckets based on 
performance against a series of key metrics and indicators. This 
Framework, detailed in Table 1, allows Aberdeen’s readers to 
formulate a proper plan for development and improvement based 
on their own performance as compared to that of the Best-in-Class 
maturity sector. Top-performing enterprises in this research study 
were noted for their superior performance across a series of key 
metrics under the greater travel and expense management 
umbrella.  

Table 1: Maturity Class Framework 

1.

Best-in-Class enterprises have driven an 89% higher rate of business 
travel spend when managed than all other organizations, as well as a 
91% higher rate of corporate policy compliance, according to Table 

These top-performing organizations have also achieved

Definition: Business Travel 
Spend Under Management 

Business travel spend under 
management is defined as 
the percentage of planned 
travel spend that is actively 
managed and accounted for 
in corporate budgeting, 
planning, or forecasting. 
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nearly a 36% increase compared to Industry Average organizations 
in travel expense spend under management. And a 20% increase 
compared to Industry Average organizations in compliance to 
corporate travel policies and guidelines. The Best-in-Class continue 
to leverage a myriad of programs, key capabilities, and technology 
enablers to drive this level of performance. 

Capabilities for the Best-in-Class 

Aberdeen’s 2014 survey data recognizes the importance of speed 
and agility, as displayed in Figure 4. People and organizations want 
to do more with less, truly developing that end-to-end view across 
the organization. 

Best-in-Class organizations of all sizes have similar strategies for 
improving travel and expense management, mainly through 
automation of key components, as shown in Figure 4. Adding 
controls to enforce policies helps to make the overall process easier 
to complete. This is accomplished through templates and process 
settings within back office software allowing audits to occur more 
regularly and in a timely fashion. As a result, employees will be able 
to file expenses in a timelier manner, with fewer mistakes, allowing 
decision-makers to have greater visibility into travel costs across the 
enterprise. 

Best-in-Class companies' architectural designs for delivering savings 
and efficiencies include a formal sourcing program that can deliver on 
spend across categories within a business. Utilizing analytics with 
existing data can enable organizations to capture significant savings 
along with a better ability to report on taxable and non-taxable 
expenses. This also allows for stronger negotiating terms with 
vendors, less cost incurred by suppliers, and the proper level of 
resources to meet business needs. Additionally, organizations can see 
where the majority of their cash flow is going by linking between their 
expense management systems and their back-end systems. Are 

Aberdeen Methodology 
The Aberdeen maturity class 
is comprised of three groups 
of survey respondents. 
Classified by their self-
reported performance 
across several key metrics, 
each respondent falls into 
one of three categories:  

• Best-in-Class: Top
20% of respondents
based on
performance

• Industry Average:
Middle 50% of
respondents based
on performance

• Laggard: Bottom
30% of respondents
based on
performance

There is also sometimes 
a fourth category: 

• All Others: Industry
Average and Laggard 
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you receiving the cost you want? Is the quality and safety there for 
your travelers? Are they able to save time? These metrics are driven 
by analytics, automation, visibility into your T&E, and integration of 
technologies. This insight allows organizations to revisit the travel 
policy and adjust as needed, allowing for a stronger understanding 
of what it costs to capture new business opportunities. 

Figure 4: Basic & Intermediate Capabilities to Realize Cost 
Savings

Source: Aberdeen Group, May 2014 
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Enablers for the Best-in-Class 

Organizations         who integrate their internal processes can achieve 
highly e�ective expense management processes.

The ‘‘next generation’’ of integration is apparent in three distinct 
areas: 

1. On-line travel booking systems: Real-time views of current
travel against corporate budgets. Visibility into how real-time travel 
(and expenses) stacks up against current budgets is crucial; 
appropriate action can be taken by real-time reporting against 
overall budget. With on-line booking, spend is captured quicker and 
in compliance to policies. 

2. Commercial card system/programs: Corporate card integration
creates a truly holistic process for expense management. This type of 
integration also affords executives a fantastic picture of how the 
company spends its dollars on business travel and expenses, and 
supports the greater notion of visibility. 

3. End-to-end expense management solutions: End-to-end travel
and expense management solutions offer a robust platform that can 
help organizations streamline, automate, and enhance all aspects of 
modern travel and expense management, addressing all 
components of the T&E lifecycle and automating key expense 
management processes.  

http://www.aberdeen.com/
http://aberdeen.com/
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Figure 5: Enablers Currently Deployed 

 

Online booking systems and commercial cards (Figure 5) provide the 
greatest flexibility and ease of use for the traveler, allowing both 
traveler and expense processing ease for capturing this spend. End-
to-end expense management allows for adherence to travel policies 
within a T&E management solution suite and real-time visibility 
across planning creates ease of travel tracking.  

Another key item to note here is when looking at end-to-end expense 
management solution, the separation between the Best-in-Class and 
Industry Average is a 33% variance. Obviously, the largest 
discrepancy from this data set shows that the Best-in-Class don't 
only invest in end-to-end solutions, but support them across their 
organizations in total. Overall, these end-to-end solutions support 

Source: Aberdeen Group, May 2014 
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the core functions above them driving greater visibility, cost savings, 
and ease of travel. 

Key Takeaways 

Forty-three percent (43%) of organizations in our research study 
stated that travel and expense management is a critical component 
within their organizations, holding a high strategic value for 2014. 
Visibility remains a leading factor across organizations for greater 
control and knowledge of this complex spend category, key steps 
being taken are: 

 Reduce production costs while keeping the travelers 
productive. 

 Arm executives and travelers with better technologies along 
with enforcing corporate policies and procedures.   

 Automate linkage between expense management systems 
and back-end systems for greater visibility and improved 
spending across the enterprise. 

 Leverage analytics to enhance travel and expense 
management visibility, gain intelligence into the ROI of 
business travel, and understand how this category affects 
greater business objectives to boost T&E capabilities. 
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For more information on this or other research topics, please visit www.aberdeen.com. 
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