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ABOUT THE SURVEY

Goal: With this survey we aimed to explore the role of
payment & expense in a travel program looking at the
current pain points and future trends.

Methodology: The results are based on an online

survey of 106 travel buyers conducted from Oct. 12 to
Oct. 26, 2021.

Respondent profile:
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Travel program type: Global 73%, regional 19%, local 7%.

Regions: North America 40%; Europe, Middle East, Africa 34%;
Latin America 20%; Asia-Pacific 6%.

Industries Top-three: Health & Pharmaceutical 18%,
Manufacturing 17%, Financial services 12%.

Number of employees: 75% have more than 5,000
employees.
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Travel program priorities

Among program priorities, three quarters of travel buyers consider payment
& expense management extremely or very important.

Duty of care

Traveler satisfaction and wellbeing
Policy compliance

Payment & expense management
Data analytics and business intelligence

Savings and cost control

Supplier management 20% 52% 21%
PP g

Environmentally sustainable travel 26% 46% 21%

B Extremely important ~ B Very important B Moderately important B Slightly important Not at all important
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Payment & Expense priorities

Simplifying processes and satisfying travelers rank high on the list of payment & expense priorities.
Additionally, combating fraud is considered extremely important by almost a half of travel buyers.

Simplifying / streamlining processes 3% 3%
Traveler satisfaction 8%

Travel data insights 16% 3%

Direct cost savings 14% 5%
Frictionless payment and expense 19%
Indirect (administrative) cost savings 17%

Combating fraud 21%

Generating rebates from card spend 24% 40% 22% 7%

Enabling travelers to pay for all travel spend 20% 41% 13% 8% 9%
g pay 9]

B Extremely important B Very important B Moderately important B Slightly important ~ ® Not at all important Not sure
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2. TRAVEL
Top three payment & 1. FINANCE MANAGEMENT 3. PROCUREMENT

A\ P ﬁ
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expense stakeholders

None

Travel and Finance systems are not connected

° °

WIth FI na nce Lack of defined processes for collaboration
Half of travel buyers Finance doesn't see the value of this collaboration
encounter difficulties when

it comes to colla borating Lack of time to keep everyone involved

with Finance, among which
lack of connected systems is
mentioned the most.

Other

No value in this collaboration
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Finance'srole in travel

Finance is a frequent decision-maker when it comes to selecting payment & expense tools and VAT reclaim.
Also, this stakeholder frequently influences or contributes to several other travel managementtasks.

Selecting expense management solutions 45% 23% 19% 10%
VAT Reclaim 41% 21% 20% 8% 10%
Selecting payment solutions 39% 27% 24% 8%
Travel data reporting and analytics 1% 23% 28% 37%
Controlling service quality 9% 14% 33% 40% 5%
Creating and updating travel policy 8% 27% 34% 29%
Selecting preferred suppliers 6% 14% 23% 56%
Creating travel risk management policy EESA 18% 26% 45% 5%
B Decision-maker M Influencer ™ Contributor Notinvolved Not sure
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Forms of payment
used to settle travel costs

While corporate cards are most used, central billed account
and invoice are still very popular. Virtual cards are used by
around a third of the respondents.

Corporate Central billed Virtual
cards account Invoice cards

-

Consumer
cards
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Payment setup and administration pain points

Managing the payment needs of non-employees, in multiple countries and in emerging
markets, as well as the issues with suppliers are among the biggest payment challenges.

Managing payment needs of non-employees

Suppliers not accepting payment methods or charging additional fees
Managing payment methods in multiple countries

Managing payment methods in emerging markets

Managing different types of travelers

Managing cost centers

Managing service fees

Paying for meetings and events (M&E)

KYC /UBO process around new account setup

Issuing cards to remote employees

Getting the right credit lines after the pandemic
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Mean values on a 1-to-5 point scale from “not challenging at all” to “extremely challenging”



Expense reconciliation pain points

Manual processes, invoice errors and missing invoices are the most challenging
expense reconciliation issues.

The need for manual reconciliation
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Invoice errors requiring rework
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Missing invoices
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Collecting receipts
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Incorrect enhanced data in paymentfiles

N
(-]

1

Data integration to other systems
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Not tax compliant invoices
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Managing credits and refunds
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Spend visibility 2,7

Expense fraud
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Mean values on a 1-to-5 point scale from “not challenging at all” to “extremely challenging”
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Payment data integration

Yes

Into Partially 559,
25%

Over a half of travel buyers have their
payment and expense data integrated.

Data quality of payment methods

Worth noting: Virtual cards aren’t high on the list when it comes to the data quality of payment methods.
Travel buyers who use virtual cards (37% of sample)think differently - they rank virtual cards second according to data quality.

Corporate card Central billed account Invoice Virtual card Consumer card Cash
The whole ® ® o ® P P
sample
1 2 3 4 5 6
Corporate card Virtual card Central billed account Invoice Consumer card Cash
Those who
use virtual o o o o @ @
cards 1 2 3 4 5 6

( X J
Ranked from 1to 6, where 1 is the highest and 6 is the lowest data quality BCD.. travel



Total trip cost (TTC)

More than half of respondents don't use total
trip cost, but they would like to introduce it.

No, but
would like to

introduce

52%

What's included in the TTC calculation

Direct travel costs, e.g. payments to
travel suppliers, meals, roaming
charges and otherincidentals

Work-related costs, e.g. conference
tickets, business meeting costs

Indirect travel costs, e.g. management
fees and taxes, costs of reimbursement,

Costs related to sustainability,
e.g. carbon emissions offsets

Otherhidden costs, e.g. time spent
traveling, decreased productivity,
pressure for health, etc.

94%

44%

39%

17%

6%

Reasons for not using TTC

Need buy-in of various stakeholders
Don't see the value

Don't have time

Not sure how to calculate TTC

Other
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Payment & Expense trends

Contactless payments, paperless expense solutions and higher expense transparency are
currently shaping payment & expense in travel. Mobile payments are expected to become
more popular shortly, while crypto payments may to take off later.

Contactless payments

Paperless expense solutions

Higher transparency and control over expenses
Reconciliation of booking data with payment & expense data
Instant update and tracking of payment and expense policies
Wide adoption of expense management apps

Mobile payments via wallets like Apple or Google Pay
Rewarding travelers for cost savings

Biometric authentication

Proliferation of new payment solutions

Auto-reimbursement without the need for approval

Crypto payments

B Today

55% 8% 15%
52% 8% 17%
47% 19%
41% 24%
39% 19%
35% 23%
26% 24%

AN 40%
18% 29%
13% 41%

12% 48%

5% 14% 28% 54%

M |n 3-5years W | ater Not sure
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Forms of paymentand
frequency of their use
in the future

In five years, more than half of travel buyers
expect to be using virtual cards more
frequently, while cash and invoices will
become less popular.

Virtual Credit Central
cards cards billed
account

B More frequently M The same

24%

Invoice Consumer

cards

B Less frequently

9%

Not sure

Cash
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We have carefully researched and checked the information contained.
However, we do not accept any liability forany damage or loss as a
result of the use of the information contained in this article.
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