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Your voice matters
We have the opportunity to hear from thousands of our customers  
every month and we strive to use that feedback to improve. Your time  
is valuable and we treat it that way by reading each of the surveys  
you complete.

This report illustrates our response to your feedback and provides a 
sneak peek into future changes. We’ll also share ways you can continue 
to let us know how we’re doing. Thank you for providing your thoughts, 
for being our customer and for helping us know what matters most to you.

Tabitha Dunn
Vice President,
Customer Experience
Concur
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Gathering feedback
At Concur we want to know how you feel-not just during critical moments 
of your experience-but throughout your entire interaction with us, from the 
beginning to today. The feedback we receive from you is put into action as 
part of our efforts to provide the best customer experience possible. We are 
continually working to improve not just what we do, but also how we do it.

How we listen to you:

• Surveys
• Community Forums
• Social Media
• 1:1 Meetings
• Customer Events
• Analyst Reports

Ongoing program 
improvements Survey and input

Data analysis

Execute on action

Customer and internal 
communications

Action planning

Closed loop 
process Improving 

the customer 
experience
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Acting on your 
feedback
Through our listening channels you tell us what we’re doing well and where  
we can improve. Here are steps we’ve taken to improve your experience in 
2016 as a result of the feedback you shared with us.

Solution improvements and innovations
We know continued evolution of our solutions is important to you. We work 
every day to build better solutions that help your employees stay productive 
and give you complete transparency into spending, wherever and whenever  
it happens.

Concur Travel solutions
Here are highlights of the investments and enhancements we made to our 
Concur Travel solutions in 2016:

• Enhanced the Concur Travel user experience by introducing new features 
and a simplified user interface that’s consistent whether you’re booking 
airfare, lodging, a rental car or a train ticket. 

• The updated interface provides a cleaner shopping experience with:  

• Updated policy indicator 

• Replacement of the Lowest Logical Fare star icon with text

• Redesigned display for rail and air content 

• Seatmap redesign

• Request product policy notification to managers when booking amount 
differs from requested amount.

• Create, review, modify and recall Requests using the Request product  
on mobile.

• Expanded the network of content providers to offer more in-policy,  
price-competitive options for your travelers.

• TripLink enhancements included:

• Launched TripLink in Germany and France.

• TMC(s) gained visibility into TripLink bookings. 

• Partnered with China's Ctrip Corporate Travel to launch a unique travel 
booking workflow. 

• Signed new TripLink partners including United Airlines, American 
Airlines, British Airways, Iberia, Marriott International, SNCF, Trainline, 
Groupize, Hertz, Silvercar, and HRS. 

For our global customers: 

• Launched BusinessVisaHQ and CIBT, solutions that make it fast and easy 
to obtain required documents for international travel.

Over 1,600 Concur 
customers attended 

Fusion 2016. Learn 
more about our 

largest annual 
customer event here.
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https://www.concur.com/newsroom/article/concur-travels-look-and-feel-making-changes-for-the-better 
https://www.concur.com/en-us/app-center/listing/5711224516680812000f787c/businessvisahq
https://www.concur.com/en-us/app-center/listing/nBxalhQlg0zXrpFaTKBLtYeJ5/CIBTvisas – Global Travel Docume
https://fusion.concur.com/
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Concur Expense
We made the following investments and enhancements to Concur  
Expense in 2016:

• Introduced Travel Allowance, which allows companies to track U.S. 
employee meal and accommodation expenses on trips, and then 
reimburse their employees based on GSA federal rates, using either  
per diem or actuals.

• Enabled default policy to be changed on existing reports to reflect the 
policy your organization desires.

• Introduced new integration with Microsoft Outlook, enabling users to 
forward a meeting from Outlook to receipts@concur.com. Concur Expense 
will parse meeting attendee names, and they will show up under smart 
expenses to add to the expense report.

• Ability to view allocations on iOS mobile devices (English only).

• Improved the Concur mobile app by enhancing Quick Expense and adding 
e-receipts to the list of expenses.

• Provided pre-built ERP connectors to streamline and eliminate manual 
file transfers of expense data to financial systems, including SAP, Intacct, 
Microsoft Dynamics GP, and Sage.

• Streamlined Concur user business transactions to become expense 
entries with Uber, Starbucks, ezCater and more, when accounts are linked.

For our global customers:

• Extended language translation capabilities to include seven  
new languages.

• Fine-tuned and standardized Concur terminology across multiple 
languages to reduce translation confusion.

Concur Invoice
Enhancements for Concur Invoice in 2016:

• The ability to add attachments and images to a purchase order.

• Identify and resolve any purchase order matching exceptions before 
paying suppliers by limiting payment to the quoted price, terms and 
quantity ordered.

• The ability to handle multiple purchase orders on a single invoice. 

• The new configurable form feature allows users to customize the look  
and feel of their printed invoices. 

• Purchase request and purchase order processors can now customize 
searches by using queries and configure results by specifying columns  
to view. 

• Now with the Concur mobile app, approvers and invoice owners can view 
attendee information attached to a request, and be prompted if required 
information is missing. 

In 2016 we received 
over 7,500 customer 

loyalty survey 
responses; 38,984 

support closed case 
survey responses; and 
2,789 implementation 

survey responses.

mailto:receipts%40concur.com?subject=
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• The ability to preauthorize spend, expense and invoice all in one with the 
Concur mobile app.

• Approve invoice payment requests on iPhone® and iPad® devices.

• Approve purchase requests on Android™.

Intelligence from Concur
The following are enhancements made to Concur Intelligence: 

• With new Actionable Analytics, Concur delivers relevant data into the 
natural email workflow, so managers can readily access issues that may 
need immediate attention. 

• Concur Intelligence customers can use the new Authorized Approver 
Details report to obtain a list of all approvers and other pertinent 
information including approval limit.

• Additional value added taxes (VAT fields) have been added allowing 
customers to report on VAT linked to an invoice, the corresponding tax 
rates, and the invoice total without VAT.

• Other new fields that have been added include calculated tax, purchase 
order receipt, and payment method.

• Newly workflow aging details allow customers to identify expense reports 
that are pending approval, as well as the approvers associated with the 
reports, to help ensure efficient processing.

For our customers in Canada:

• Expense Details, (with reclaimable tax): this feature displays expense 
details including approved amount, expense amount combined with non-
reclaimable tax, and reclaimable tax, making it easier to compare this data 
to your payment batches.

Getting the help you expect
Over the past year, Concur has focused on expanding our customer support 
capacity by increasing our support team, investing in training, and leveraging 
our global expertise.

The Concur Support team is 15 percent larger than it was in 2015. With this 
growth, support team members are able to specialize in specific areas of 
functionality and provide faster assistance than in the past.

over 20 years 25,000 product 
deployments

over 300 consultants 
in 11 countries

Concur Expertise and Experience

$$$

$$$$$
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In 2016 our backlog of case work for Support Analysts has dropped from over 
seven days to three days across all support teams. Year-to-date we are three 
times faster answering your questions and resolving your issues compared to 
last year.

When you contact our Call Center today, our average speed to answer is 
under two minutes.

As we move into 2017, we will continue to add new ways to provide support 
for our customers as part of our services organization transformation effort to 
deliver a more seamless customer experience. 

Product performance and stability
We are committed to delivering service with always-on reliability, security and 
high performance. Over the past year we completed a number of projects to 
improve overall service stabilization. 

Our investment has resulted in the following improvements:

• Service disruptions have been more isolated with a threefold reduction in 
incidents impacting multiple services.

• Average transaction time has remained steady while our growth continues 
to increase.

• Over the last 18 months, stability and availability have improved greatly 
as we transition to a service-oriented architecture that includes new 
standards around development and virtualization.

• Continued focus on high availability, migration to a service-oriented 
architecture, technology refresh and improved monitoring. 

• A renewed commitment to customer communications relating to Concur 
operations and performance.

We’re continuing to make improvements to product stability by continuing 
to focus on four areas:

Investment in infrastructure – leverage best-in-class technology to enhance 
Concur systems to grow for the future.

Separation and simplicity – remove complexity to make it easier to 
troubleshoot issues, maintain systems and deliver new capabilities, 
and features.

Automation and plan for failure – database always-on technology has been 
implemented along with data partitioning, embedded application retry logic 
and improved load balancing.

Visibility and transparency – improve problem identification and deliver 
clearer and more concise communication regarding impacts and resolutions.

Over 5,000 company 
administrators 

regularly share tips 
and best practices in 
the Concur LinkedIn 

User Group
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Looking toward  
the future
Here are some exciting customer experience and product improvements 
coming in 2017:

Enhancing your Concur Experience

• Based on your feedback and the results of our usability studies we are 
piloting improvements to the Concur Expense user interface to focus  
on what you need to accomplish and reduce the time it takes to  
complete tasks.

• Improvements on specific tasks, such as itemizing different hotel room 
rates per night, and the ability to add more recurring itemizations.

• Easy GPS-calculated expense creation for mileage on mobile.

• Book travel based on meeting schedules, by initiating reservations right 
inside your calendar.

• An easier air checkout process. 

• Concur solutions will be available in the following new languages:  
Czech, Danish, Korean, Norwegian, Polish, Turkish, Romanian, Bulgarian 
and Croatian.

• Concur Open, our service status dashboard, will continue to evolve – you’ll 
soon be able to subscribe to outages and better targeting will be enabled 
to show service availability based on your specific instance of Concur.

Refreshing Solutions Suggestions

Improvements are coming to Solutions Suggestions, the platform where 
Concur customers can submit their product improvement suggestions. 
Updates include:

• Improving communications and establishing a clear feedback loop with 
customers who submit suggestions.

• Establishing clear processes and expectations to improve user satisfaction.

• Building a community to collaborate on feature requests and 
enhancements for all Concur products.

• Executing on ideas and enhancements that impact all customers.

New administrative features:

• New, simple and intuitive reporting for our Concur Standard customers 
(reporting enhancements are coming to Concur Professional in 2018).

• All Virtual Payment providers will be supported in Concur Travel bookings.

03

http://open.concur.com
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Stay connected  
with Concur
Here are resources for you to learn more about Concur products, share your 
feedback with Concur, or connect with other Concur customers:

• Bookmark our customer experience webpage and stay informed on what 
the customer experience team is doing.

• Check out the Concur Standard Edition or Concur Professional Edition 
Customer Learning Series free of charge to Concur administrators.

• Review Concur monthly release notes: Concur Standard Edition or Concur 
Professional Edition. 

• Keep up-to-date with what’s new at Concur.

• Check out the refreshed Concur Newsroom.

• Become a member of the LinkedIn® Client User Group to discuss Concur 
features, learn about best practices and network with your peers.

• Reach out to us on Twitter and Facebook.
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The Customer Experience team is focused on what  
matters to you, please share your feedback with us.

Over 400,000 logins to Concur Mobile daily

Our clients submit 700,000 reports daily

Over 1.2 Million users log into Concur daily

https://www.concur.com/en-us/customer-experience
http://www.concurtraining.com/standard/customer_learning_series
http://www.concurtraining.com/pr/customerlearningseries
http://www.concurtraining.com/standard/customer_learning_series
http://www.concurtraining.com/customers/tech_pubs/WNclient-std/_WNclient_std.htm
http://www.concurtraining.com/customers/tech_pubs/_RN_CCC.htm
http://www.concurtraining.com/customers/tech_pubs/_RN_CCC.htm
https://www.concur.com/newsroom/c/whats-new
https://www.concur.com/newsroom
https://www.linkedin.com/groups/3760755
https://twitter.com/Concur
https://www.facebook.com/Concur/
https://www.concur.com/en-us/customer-experience/contact
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