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From Tabitha Dunn 
For the past four years it’s been my pleasure to lead the SAP Concur Customer 
Experience team. During this time, I’ve been privileged to hear from thousands 
of you. The feedback and insights you’ve shared led directly to initiatives 
geared to making your experience with SAP Concur easier.

I have transitioned to a broader role at SAP but my passion for SAP Concur will 
not change.

I am excited to introduce Susan Berg, Vice President of the SAP Concur 
Customer Experience Transformation team. Susan is deeply committed to you 
and will continue to build a best-in-class customer experience. Thank you for a 
wonderful four years – I am  grateful for your continued trust and support of 
SAP Concur.

Tabitha Dunn 
Global Vice President 
Customer Insights, Experience,  
and Transformation 
SAP

Susan Berg 
Vice President  
Customer Experience 
Transformation 
SAP Concur

Welcome

From Susan Berg 
I am thrilled to lead the SAP Concur Customer Experience Transformation 
team and continue the amazing work Tabitha and team began four years ago. 
I’m looking forward to working with you to continue to shape and improve 
your experience with SAP Concur.

We approach every customer conversation as an opportunity to learn and 
take action. The feedback we receive from you directly influences the 
investments we make to improve your experience across our products, 
service & support and relationship management overall.

The 2018 SAP Concur Customer Experience Transformation Report provides 
highlights of some of the significant changes we’ve made based on what you 
told us was important to you. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved.
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Throughout the year, we seek your feedback about your experience with  
SAP Concur and the input we receive helps us better understand what is 
important to you. Our leadership team reads every survey and we take  
action based on what you tell us.

Your Feedback Matters

Ongoing program 
improvements Survey and input

Data analysis

Customer and internal
communications 

Action 
planning 

Closed loop
process 

Improving Your Customer Experience

Execute on action

In 2018 we sent over 170,000 customer loyalty 
surveys, 750,000 support closed case surveys, and 
9,000 implementation surveys to our customers. 
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Our goal is to listen to you and take what we learn to continuously improve the experience we deliver  
to you. We’re pleased to share highlights of performance, support and solution innovations and 
improvements we made in 2018.

Acting on Your Feedback

2018 PERFORMANCE AND STABILITY IMPROVEMENTS
Our teams throughout SAP Concur completed a significant amount of work in 2018 to improve the 
stability of our systems. As a result, these efforts have significantly reduced the load on multiple service 
infrastructure points and improved overall service performance. As always, we continue to prioritize the 
health of our services for stability and security because we hear from you that this is mission critical for 
you and your business.

Performance and Stability Highlights
 • North America data center network upgrade  
improved scalability and management and has 
significantly increased reliability.

 • Implemented new external routers which  
helped address hardware issues and improved 
network stability.

 • Added additional ISP for the North America  
data center – increased resiliency by utilizing 
multiple vendors. 

 • Optimized write process for login tracking  
– reduced the workload on the core  
database cluster.

 • Enhanced automated database index maintenance 
– optimized database performance and improved 
reliability.

 • Created and utilized in-memory cache –  
reduced database reads, increasing throughput  
of requests.

 • Optimized application to reduce load on core 
database clusters. CPU utilization was reduced to 
20% on average.

 • Hardware refresh for core database clusters – 
improved performance and reliability.

 • Separated caching buckets for Concur® Travel  
and Concur® Expense services – improved 
performance management and reduced scope  
of issue impacts.

 • Improved change and release processes. An 
assessment was undertaken to identify and 
address immediate areas of concern. Regular 
ongoing reviews are in place to ensure continual 
improvement.

 • Built out new itinerary database cluster – improved 
hardware specifications providing greater 
performance and capacity. 

 • Personalized Concur Open – a personalized view 
and subscriptions for just those service disruptions 
that impact your company. Added a dashboard that 
provides an historical view of service disruptions 
that impacted your company.

© 2019 SAP SE or an SAP affiliate company. All rights reserved.
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2018 CUSTOMER SUPPORT IMPROVEMENTS
You have asked us to support you more effectively by expanding internal knowledge, to increase 
helpfulness, respond more quickly, and improve access to support resources, including self-service.  
Here are some of the improvements we’ve made in 2018 based on your feedback.

Customer Support Highlights
 • Added substantially to our internal knowledge base 
and invested in a robust search engine to enable 
the SAP Concur Support team to quickly find 
answers from a variety of resources. This is an 
ongoing initiative that we continue to build and 
improve upon.

 • Invested in tools to enable SAP Concur Support 
team members to collaborate on your issues  
more easily, find answers, and speed your  
issue resolution.

 • Enhanced our ability to better connect with you 
since we now have more detailed information such 
as telephone country code and region, preferences 
for case calls, or faster resolution in English if 
language support is not available as quickly.

 • Expanded the scope and provided extensive 
training to our phone and chat support teams. Chat 
and phone support availability has been expanded 
to improve access to support resources and solve 
the issue of long wait times. 

 • Expanded language support by adding Portuguese 
as a supported language. Expanded teams to 
support customers in Greater China with Mandarin 
Support and in Latin America to provide support in 
Spanish and Portuguese.

 • To empower you to self-serve, we improved our 
external knowledge base substantially. A robust 
search engine was added so that when a support 
case is created, possible solutions are 
automatically suggested. 

 • Prioritized improvements in process and 
technology to provide resolution of issues with  
one SAP Concur Support analyst – avoiding 
handoffs and repetitive issue descriptions. First 
Owner Resolution improved from 72% in 2017  
to 79% in 2018. 

SAP Concur Support managed over 
24K support cases a month in 2018 

© 2019 SAP SE or an SAP affiliate company. All rights reserved.
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2018 SOLUTION IMPROVEMENTS AND INNOVATIONS
Our goal is to deliver truly global solutions that grow with you to provide greater compliance, risk 
mitigation, savings, and employee satisfaction and engagement. We couldn’t do this without your 
suggestions and feedback.

In 2018 we delivered new functionality focused on improving productivity, spend transparency, and 
travel content – see the summarized highlights below.

Travel Solutions Highlights
We are focused on delivering value to your travelers across the entire lifecycle of their trip – from before 
employees book to when they return home to file an expense report. The investments across our travel 
solutions are designed to keep travelers happy and productive and to give you the visibility and control 
when and where you need it.

Your feedback was used to inform the following travel solution investments and enhancements in 2018:

 • Branded Fare expansion continued with added 
support for branded fares and enhanced branded 
fare display.

 • Express Checkout for Air streamlined the checkout 
process and consolidated to a single page for 
straightforward air bookings to significantly reduce 
time on task. Analysis has shown that users who 
booked air with Express Checkout spent 50% less 
time on the task and were less likely to abandon  
the trip.

 • Hilton E-receipt availability provides a better user 
experience for SAP Concur business travelers. 
Hilton delivers more E-receipts than all other major 
hotel suppliers combined.

 • TripList is live for all Concur Travel users, presenting 
users with a simplified user interface (UI), an 
enhanced trip status, the option of offline mode, 
and integrated travel agency details.

 • We added Airbnb content to hotel listings to allow 
users to easily link off to Airbnb to conduct 
transactions.

 • With TripIt® Map view, travelers now have a pin for 
each plan, so they can see where they’re going next 
and get an idea of the distance between all of the 
locations in their trip. Travelers can also navigate  
to the plan details screen or see transportation 
options from map view, making it even easier to  
get from point A to point B during the course of 
their trip.

SAP Concur customers made over 
68M travel transactions in 2018

© 2019 SAP SE or an SAP affiliate company. All rights reserved.
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 • Launched Concur® TripLink supplier integration 
with new suppliers, including Hyatt and  
American Airlines.

 • TripIt enhanced safety scores provide 
neighborhood specific safety data around the 
world. These scores cover a variety of categories, 
including: physical harm, women’s safety, health 
and medical, political freedoms, theft and most 
recently added LGBTQ safety.

 • Hipmunk® has integrated with the SAP Concur 
mobile app, delivering an integrated T&E 
experience for small business users.

 • Uber for Business is now integrated with Concur® 
Locate, helping you ensure employee safety when 
employees use Uber for Business for their ground 
transportation.

Customer Case 
Management

Customer & 
Partner feedback

Market and 
Technology trends

Regulatory Changes
Security

Candidates evaluated against 
decision criteria

Evaluation 
Process

Decision Criteria   

Customer Impact
Compliance

System Stability & Reliability
Long-term Strategy & Growth

Effort vs. Benefit

Product strategy defined for 
3 years & re-assessed annually 

Themes & initiatives 
evaluated annually

Backlog prioritized quarterly

Ongoing initiative planning 

Monthly progress tracking 

Continuous delivery

Product Investment Prioritization Process
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Spend Management Highlights
SAP Concur takes a holistic view of spend management, giving organizations a full view of employee-
initiated spend. We continue to drive innovations to help customers view, control, and stay in regulatory 
compliance for all employee-reimbursable spend that is managed through expense reporting and 
centralized payment spend.

Here are highlights of how your feedback was used to inform spend management improvements  
SAP Concur made in 2018:

 • Added data retention tools to meet GDPR 
requirements. SAP Concur is in full compliance with 
the European Data Governance regulation.

 • Launched Preview Period for NextGen Expense UI, 
the continued evolution of the Concur Expense user 
experience, is the result of thoughtful design and 
research intended to provide a modern, intuitive and 
streamlined user experience for creating and 
submitting expense reports.

 • ExpenseIt® is now available directly in the  
SAP® Concur® mobile app for licensed customers, 
providing users an enhanced, all-in-one-app 
experience to manage their expenses from start to 
finish. ExpenseIt is also now available to customers 
in Norway, Sweden, Finland, Denmark, Belgium, 
Netherlands and Luxembourg.

 • Launched Concur® Detect (available in the US and 
Canada) – automates detection of expense report 
errors, policy violations and potential fraud to save 
customers significant time and money. 

 • Expense Assistant supports automatic creation of a 
trip-based expense report, capturing related 
expenses via the SAP Concur mobile app, credit 
card feeds, and ExpenseIt.

 • Vendor approval within Concur® Invoice –  
customers can manually set up and approve  
vendor profiles in Concur Invoice for both  
Standard and Professional Editions.

 • Budget integration with Concur® Request allows 
department managers to see how they are tracking 
against budget (what has been spent via approved 
expense reports and invoices) along with all items 
that have been submitted through Concur Request 
for a holistic view of pending spend.

 • SAP Concur mobile app users can now complete a 
Missing Receipt Declaration directly in their mobile 
device if they have lost a receipt required to submit 
their report.

SAP Concur processed over  
158M expense transactions in 2018

© 2019 SAP SE or an SAP affiliate company. All rights reserved.
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Data Platform and Analytics Highlights
The SAP Concur data platform and analytics portfolio is designed to make it easier for our  
customers to make timely, actionable decisions on spend practices around the globe. The primary  
value of an integrated travel and spend management program are the insights you can derive from the 
consolidated data. 

Here are highlights of how your feedback was used to inform data platform and analytics improvements 
SAP Concur made in 2018:

 • Added the ability for Concur Invoice customers to 
edit reports to add cost tracking fields.

 • eBunsho timestamp feature report has been added 
and the number of Concur Invoice reports has 
expanded.

 • An invisible spend report has been added to 
provide customers with visibility into the travel 
transactions booked outside of Concur Travel.

 • An Invoice PO Matching exception report has been 
added to the Intelligence reporting catalog.

 • A Concur® Drive adoption report has been added to 
provide visibility into adoption.

 • A combined spend dashboard has been created to 
increase visibility into both Concur Invoice and 
Concur Expense data.

 • The Merchant Credit Card whitelist for credit card 
alerts was added to allow customers to select 
which merchant category codes will trigger 
actionable alerts.

 • Added a Travel Allowance Work Address field to 
allow German companies to build custom German 
tax reports to track the German 3-month tax rule. 
Concur Invoice accrual report is now available in 
the Analytics platform.

 • Customers can now give their users access  
to a reporting catalog and share KPIs at the 
company level.

 • Analytics customers can now report on  
cost objects.

 • Analytics Essentials customers are now able to edit 
their reports to add cost tracking fields.

 • Analytics platform data sources were expanded to 
include itinerary data from Concur Travel, TripLink 
and Concur Hipmunk.

SAP Concur has more than 48K customers, 
58M end users, and processes over $130B 
in customer expenses annually

© 2019 SAP SE or an SAP affiliate company. All rights reserved.
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Looking Ahead
Here are some exciting customer experience and product improvements coming in 2019:

 • SAP Concur Store offerings will be expanded,  
and additional customer functionality will be 
implemented. Early Adopter programs for select 
groups of existing customers, as well as a few 
prospects, will be launched.

 • Knowledge Base search will continue to be 
improved, with additional access for customers to 
relevant and concise resources. 

 • SAP Concur Support Portal improvements will 
make it easier to find information and access key 
tools you need to be successful.

 • We’ll continue to invest in Concur Travel solutions 
by deepening the integration of Request across the 
product suite, integrating expense data into Concur 
Locate and enhancing UI elements to make the 
travel booking experience more intuitive and more 
efficient. We’re working on making air and hotel 
content and experience available on the web also 
available on mobile. From a globalization 
perspective, we will continue to bring additional 
local travel content through Concur Travel and 
additional TripLink supplier connections. We will 
also be making TripIt Pro available in the EU data 
center and localizing content to support our global 
client base.

 • We will continue driving innovations across Concur 
Expense and Concur Invoice to help companies 
view, control, and stay in regulatory compliance.  
We will continue our investment in building 
comprehensive receipt digitalization solutions 
compliant with local requirements and regulations. 
We will innovate the end-user experience with a 
comprehensive modernization of our Expense 
interfaces aimed at addressing end users’ biggest 
pain points and improving user workflows.  

 • We will continue investing in our SMN Analytics 
solution and continue the building of a new 
Enterprise Analytics solution leveraging the best in 
class technologies including SAP Analytics Cloud 
and HANA to enable real time data access, 
prescriptive analytics & natural language insights. 
This will provide customers a curated, personalized, 
persona-based delivery of enhanced reporting and 
actionable insights. 

HOW SAP CONCUR LISTENS TO YOU:

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

© 2019 SAP SE or an SAP affiliate company. All rights reserved.
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Stay Connected with SAP Concur
Here are resources for you to learn more about SAP Concur solutions, share your feedback with  
SAP Concur, or connect with other SAP Concur customers:

 • Explore SAP Concur training options including  
SAP Concur certifications.

 • Discover which SAP Concur App Center  
partner solutions will help your organization  
get to effortless expenses, easier travel and 
smarter spend. Explore the Connected Journey  
or have a discussion with your Customer 
Engagement Executive.

 • Check out the SAP Concur Change Management 
Activities Guide - this guide outlines the steps and 
resources to build a strategy, communicate with 
and train your users on SAP Concur.

 • Learn more about SAP Concur Customer 
Experience Transformation and share your 
feedback with us.

 • Do you or your administrators need a refresh? 
Review our new Professional Edition New Admin 
Kit, and Standard Edition New Admin Kit which 
offers resources, best practices for support, tips 
from your peers and engagement opportunities. 

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

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

 • Reach out to us on Twitter and Facebook.
 • If you are a TripLink customer checkout the Triplink 
Training Toolkit which features email templates, 
videos and landing pages to drive adoption.

 • Have a solution enhancement idea? Submit your 
Solution Suggestions, or view and vote on those 
previously submitted. Locate the Solution 
Suggestions category inside Community Info in the 
Support Portal. 

 • Visit the customer-focused SAP Concur customer 
solutions page for help with training, support, 
solutions and insights.

 • Attend SAP Concur events in your area or online.

© 2019 SAP SE or an SAP affiliate company. All rights reserved.

https://www.concurtraining.com/en-us/pr/learning-services
https://www.concur.com/connectedjourney
http://assets.concur.com/concurtraining/cte/en-us/concur_change-management-activities-guide.pdf
http://assets.concur.com/concurtraining/cte/en-us/concur_change-management-activities-guide.pdf
https://www.concur.com/en-us/customer-experience
https://www.concur.com/en-us/customer-experience
https://www.concur.com/en-us/customer-experience/contact
https://www.concur.com/en-us/customer-experience/contact
http://assets.concur.com/concurtraining/cte/en-us/new_admin_kit_professional.pdf
http://assets.concur.com/concurtraining/cte/en-us/new_admin_kit_professional.pdf
http://assets.concur.com/concurtraining/cte/en-us/new_admin_kit_standard.pdf
http://www.concurtraining.com/standard/customer_learning_series
http://www.concurtraining.com/pr/customerlearningseries
http://www.concurtraining.com/pr/customerlearningseries
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://twitter.com/SAPConcur?lang=en
https://www.facebook.com/SAPConcur/
https://www.concurtraining.com/en-us/triplink
https://www.concurtraining.com/en-us/triplink
https://www.concur.com/en-us/enterprise-customer-solutions
https://www.concur.com/en-us/enterprise-customer-solutions
https://www.concur.com/en-us/events
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No part of this publication may be reproduced or transmitted in any form 
or for any purpose without the express permission of SAP SE or an SAP 
affi  liate company.

The information contained herein may be changed without prior notice. 
Some software products marketed by SAP SE and its distributors contain 
proprietary software components of other software vendors. National 
product specifi cations may vary.

These materials are provided by SAP SE or an SAP affi  liate company for 
informational purposes only, without representation or warranty of any 
kind, and SAP or its affi  liated companies shall not be liable for errors or 
omissions with respect to the materials. The only warranties for SAP or 
SAP affi  liate company products and services are those that are set forth 
in the express warranty statements accompanying such products and 
services, if any. Nothing herein should be construed as constituting an 
additional warranty. 

In particular, SAP SE or its affi  liated companies have no obligation to 
pursue any course of business outlined in this document or any related 
presentation, or to develop or release any functionality mentioned therein. 
This document, or any related presentation, and SAP SE’s or its affi  liated 
companies’ strategy and possible future developments, products, and/or 
platforms, directions, and functionality are all subject to change and 
may be changed by SAP SE or its affi  liated companies at any time for 
any reason without notice. The information in this document is not a 
commitment, promise, or legal obligation to deliver any material, code, or 
functionality. All forward-looking statements are subject to various risks 
and uncertainties that could cause actual results to diff er materially from 
expectations. Readers are cautioned not to place undue reliance on these 
forward-looking statements, and they should not be relied upon in making 
purchasing decisions.

SAP and other SAP products and services mentioned herein as well as 
their respective logos are trademarks or registered trademarks of SAP SE 
(or an SAP affi  liate company) in Germany and other countries. All other 
product and service names mentioned are the trademarks of their respective 
companies. See www.sap.com/corporate-en/legal/copyright/index.epx 
for additional trademark information and notices.

Learn	more	at	concur.com/cx
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