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Restricted access to destinations along with uncertainty 
about liability risks are the top two travel obstacles.

72% of travel managers have global responsibilities 
and 21% manage regional travel programs. 

57% are based in North America and 29% in EMEA, 
including the U.K. 

Top three industries: Financial services (20%), 
PharmaŎeuǘƛŎŀl (18%) and Manufacturing (17%).

67% work for large companies with more than 
10,000 employees.

47% have annual travel spend of US$50 million and 
above.

Travel policy and sourcing 
during COVID-19

About the survey 
The goal: With this survey we aimed to explore 
travel buyers' views and expectŀǘƛons around 
travel sourcing and policy affected by COVID-19. 

Methodology: The results are based on an online 
survey of 97 travel managers conducted 
September 9-28, 2020.

Respondent profile

84%

Origins/destinations are locked
down or access is restricted 70%

New travel policy is 
still in development 2%

No obstacles - 
we are back to travel 1%

Uncertainty about liability risk 33%

There is no demand for travel 18%

Lack of executive decision to 
restore business travel 16%

Travel budget constraints 14%

The “Return-to-travel” plan
is not complete 11%

8 in 10 travel buyers report only essenǘƛŀl travel taking place.

9% 7%

Moderate travel 
restric�ons with some 

non-essen�al travel 
allowed

All business travel 
is suspended

Only essen�al 
travel is taking 

place

86%

Current state of corporate travel
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Primary factors

Vulnerability 
of employee

Business 
necessity

Infec�on level 
at des�na�on

Quaran�ne 
requirements

82%86%
78% 77%

Secondary factors

33% 33% 31%

COVID-19 
tes�ng

requirements

Employee 
preference

Travel 
alterna�ves

15%

4%

Cost of trip Length of trip

Factors of no importance

Infection level at the destination, business necessity, employee vulnerability and quarantine requirements are among the most important 
points companies consider when deciding whether or not to allow business travel. 

Duty of care and traveler sa�sfac�on are the two most highly rated travel program priori�es.*

Duty of care

Traveler sa�sfac�on and wellbeing

Policy compliance

Savings and cost control

Supplier management

Data analy�cs and business intelligence

Payment and expense management

Environmental sustainability 3.3

3.3

3.7

3.8

3.8

4.1

4.4

4.7

Talking about supplier management changes, travel buyers are inclined to renego�ate exis�ng agreements and issue 
new requirements to preferred suppliers.

Renego�ate exis�ng
 supplier agreements

Issue new requirements to 
preferred suppliers

Engage with new duty of care/
risk management suppliers

Reduce the number of suppliers

Engage with new
 medical care suppliers

Engage with new travel suppliers 6%

15%

9%

23%

15%

22%

58%

41%

36%

38%

57%

55%

24%

16%

25%

42%

14% 9%

14%15%

16%

13%

11%

28%

Already implemented Likely to implement Unlikely to implement Don’t know

Travel policy and sourcing

*Based on a weighted average of the ra�ngs on a scale from 1 "Not important at all" to 5 "Extremely important".
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More than half of buyers have already introduced cost containment measures when it comes to sourcing or are likely to do so.

58%

35% 20% 25%19%

6 in 10 expect hotel prices to decrease and the same number expect air prices to go up. 

Hotel prices

Airline prices

Rental car prices

Rail prices

Chauffeured car prices 5%

9%

13%

19%

36%

40%

24%

60%

18%

52%

32%

22%

16% 8%

11%

29%

27%

13% 8%

Already implemented Likely to implement Unlikely to implement Don’t know

Will go down Will stay the same Will go up Don’t know

Encourage direct/non-stop flights

Mandate preferred airlines

Restrict non-refundable �ckets

Encourage shorter advance booking

Increase cabin class allowance

Relax the requirement
to use preferred airlines

6%

12%

12%

39%

34%

13%

78%

23%

21%

37%

58%

20% 9%

14%

31%

12%

13%

9%

Don’t know

Provide complimentary
 lounge passes

Allow reimbursable
 lounge memberships

3%

6%

5%

5%

7%

8%

19%

75%

74%

74%

58%

9%

5%

12%

Already implemented Likely to implement Unlikely to implement

Air policy

Under the current market condi�ons, air, hotel and car rental policies and sourcing 
strategies are changing. Here are the details.

Encouraging flying direct and manda�ng preferred airlines are in the top two most popular air policy measures.
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Addi�onal services 55%3% 42%

Fewer No change More

Cancella�on and exchange policy 48% 52%

No change More flexible

Cleanliness and hygiene requirements 21% 79%

No change More

Preferred airlines 16% 79% 5%

Fewer No change More

Lower No change Higher

Class of service 90% 8%2%

Shorter No change Longer

Contract dura�on 85% 12%3%

Expected changes in air sourcing

Service level agreements 34%64%2%

Fewer No change More

Travel buyers increasingly incorporate cleanliness requirements and flexible cancella�on policies into supplier nego�a�ons. 

Require preferred hotels to pass
 health/safety cer�fica�on

Mandate hotel booking channel

Require use of preferred hotels only

Prohibit alterna�ve accommoda�on

Change city rate caps/targets

Encourage room service or 
food delivery over restaurants 19%

12%

46%

11%

11%

48%

35%

29%

70%

37%

7%

14%

17%

31%

13%

30%

Relax the requirement 
to use preferred hotels only

Increase room type allowance 11%

6%

5% 7%8%

36%

83%

77%

41%

30%

8%

12%

Reduce room type allowance

34%

10%

80%

7%8%

Already implemented Likely to implement Unlikely to implement Don’t know

Hotel policy

Hotel health and safety cer�fica�on, mandated booking channels and the requirement to use preferred suppliers are among 
the most popular hotel policy changes.
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Preferred hotels 45% 48% 7%

Fewer No change More

Rates 82%8% 10%

Sta�c Mix of both Dynamic

Cancella�on and exchange policy 32% 68%

No change More flexible

Expected changes in hotel sourcing

Contract dura�on 81%7% 12%

Shorter No change Longer

Volume per hotel 35% 13%52%

Lower No change Higher

Hotel �er

Lower No change Higher

93%4% 4%

Service Level Agreements 67% 31%1%

No change More Fewer

Addi�onal services 61% 39%

No change More 

Digital services 49% 51%

No change More 

Cleanliness and hygiene requirements

No change More 

8% 92%

New hotel sourcing strategies focus on hygiene requirements and increased booking flexibility. Around a half of 
respondents plan to nego�ate fewer preferred proper�es and lower volume per hotel.

Approaching the 2021 hotel program, 4 in 10 plan to keep the exis�ng program with new elements added.

Mix of keeping the 
old and sourcing a 

new program

Rolling 2020 program 
over into 2021

Nego�a�ng a new 
2021 preferred 
hotel program

Le�ng 2020 program 
lapse; will decide 

strategy later

Other

5%5%

21%
27%

42%
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Require car rental company
 to pass safety cer�fica�on

Encourage driving a car
 over taking a plane or a train

Encourage driving own/personal
 car instead of ren�ng a car

Increase car rental allowance

23% 41%

11% 49%

9%

9% 13%

10%

18%

18% 17%

57%

71% 11%

22%

22%

Already implemented Likely to implement Unlikely to implement Don’t know

Car rental policy 

Expected changes in car rental sourcing

Preferred suppliers 6%90%4%

Fewer No change More

Volume 68% 9%23%

Lower No change Higher

Car class

No change Higher

96% 4%

85%City surcharges 12% 2%

Lower No change Higher

Contract dura�on 5%95%

No change Longer

Cancella�on and exchange policy 57% 43%

No change More flexible

Cleanliness and
 hygiene requirements 20% 80%

No change More

Addi�onal services 73% 27%

No change More

Travel buyers increasingly require car rental partners to pass health and safety cer�fica�on.

Similar to other supplier categories, hygiene requirements and flexible exchange and cancella�on policies are among the 
most frequently nego�ated new car sourcing condi�ons.
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New trend: Private car use
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Average distance travelers consider driving a car on a 
business trip.

Few companies have plans to introduce new car sourcing 
elements to support driving employees.

None

Fleet management program
 for driving employees

New risk management
 for drivers such as tracking

New auto-driving insurance
 for driving travelers

Car service/maintenance
 programs for driving employees

5%

10%

10%

14%

17%

50%

Car buy or car lease
 programs for employees

Auto-toll program
 for driving travelers 5%

284
miles

Three quarters of employees are currently working from 
home.

New trend: Virtual work

74%

Social distancing, closed offices and employee preference 
are among the main reasons for virtual work.

Reduced work a�endance 
to ensure social distancing

Closed office loca�ons

Employees preference
 to work from home

Company support for
 homeschooling parents

Government lockdown
 of office loca�on

27%

37%

36%

56%

58%

84%

Issues with public
transporta�on

This is a regular se�ng for
 some of our employees 12%
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We have carefully researched and checked the informa�on contained. However, we do not accept any liability for any 
damage or loss as a result of the use of the informa�on contained in this ar�cle.

Procurement of new categories

On-demand 
mee�ng space

On-demand 
workspace/

co-working space

11%

35%

Already 
procuring

Likely to 
procure

Unlikely to 
procure

Don’t 
know

11% 16% 38%

35%23% 36%

34% of travel buyers are procuring on-demand mee�ng 
space or consider doing so. 25% say the same about 
procuring on-demand workspace. A third don't have a 
clear strategy around procuring these new categories.

Stakeholders involved

Procurement

Travel 
Management

Opera�ons

Human 
Resources

I don’t know

Security

Other 18%

23%

24%

28%

30%

30%

46%

Procurement, Travel Management and Opera�ons are 
involved in the procurement of new categories.




