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A MESSAGE FROM TABITHA DUNN

Tabitha Dunn 
Vice President
Customer Experience
SAP Concur

MAKING PROGRESS
We hear from thousands of our customers every month and we 
approach every customer conversation with an outside-in perspective. 
We use the feedback we receive to make service and solution 
improvements that are important to you.

The SAP Concur Customer Experience 2017 Report details some  
of the significant changes we’ve made to our solutions, service and 
performance based on what you told us you wanted, and includes a 
sneak peek into exciting upcoming changes. 

Thank you for being our customer and taking the time to let us know  
how we’re doing. 

In 2017 we received over 11,000 customer loyalty 
surveys, 58,000 support closed case surveys, and 
7,000 implementation surveys from our customers. 

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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Thousands of you take the time to share your 
feedback on what’s working well and not working 
well. We read every single survey and use those 
insights to help prioritize and drive where we 
improve. We strive to bring your voice into our 
discussions each day and you can hear people all 
across SAP Concur talk about the importance of 
getting the customer experience right.

How SAP Concur listens to you:
 • Surveys
 • Community Forums
 • Social Media
 • 1:1 Meetings
 • Customer Events
 • Analyst Reports

Your Feedback Matters

Track improvement 
effectiveness

Customer feedback 
and surveys

Analyze for  
key drivers

Customer and internal  
communications

Action 
planning

Closing the loop 
on your feedback

IMPROVING THE CUSTOMER EXPERIENCE

Execute on actions
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Our goal is to continuously improve the experience we deliver to our customers. We’re pleased to share 
highlights of service and solution innovations and improvements we’ve made in 2017.

Acting on Your Feedback

SOLUTION IMPROVEMENTS AND INNOVATIONS
In 2017 we  delivered new functionality focused on improving your employee’s productivity, spend 
transparency and travel content. The items highlighted below were delivered specifically based on 
customer feedback.

SAP Concur travel solutions

 • Clients using Virtual Cards are now able to incor-
porate these bookings into their Concur® Travel 
solution for GDS Hotel scenarios.

 • Rail content has been expanded in Concur Travel 
to include Swedish rail, multi-Pax for SNCF and a 
punch-out for Evolvi. 

 • Clients using the China Data Center can now 
utilize the Ctrip integration for their travelers in 
China. This feature also continues to be available 
to clients on the US and EMEA data centers. 

 • Concur® TripLink is expanding the number of 
suppliers available all of the time. In 2017, United, 
EHI, Sixt, Accor, and booking.com all went live 
with Concur TripLink.

 • Itinerary forwarding for Japanese users and 
clients with the intent to capture domestic 
Japanese rail bookings.

 • Concur® Locate and Active Monitoring, the new 
duty of care solution, has been redesigned to 
focus on supporting the Travel Manager in 
locating and communicating with their users 
whenever and wherever support is needed.

SAP Concur customers made over 
58M travel transactions in 2017

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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 • PO change order allows small changes to be 
made to Purchase Orders after they’ve been 
submitted to keep PO, Goods Receipt, and 
Invoice synchronized.

 • Line item optimization for invoice now allows 
users to apply expense type or custom fields to 
multiple lines at once. This enhancement is a top 
client request and increases efficiency of one of 
the most common task flows.

Data platform and analytics

 • Concur® Analytics, the next generation data 
platform, is now available for small and mid-size 
business in the US, on Standard Edition. New 
user-friendly reporting tools provide personalized 
dashboards and tiles to allow clients to easily and 
quickly understand data and make business 
decisions based on cash flow and spend data.

 • All standard reports for Analysis and Intelligence 
have been localized into Italian, Dutch, Swedish, 
Korean, Czech, Brazilian Portuguese, and 
European Spanish.

 • Concur® TripIt, an app included in the Concur 
TripLink product, has added new features 
including Go Now, gate alerts, and airport  
maps to provide users with a more frictionless 
travel experience.

 • Small and mid-size businesses without a 
managed travel program can now harness new 
benefits with a light-weight corporate travel 
solution available through Concur® Hipmunk®. 

Spend management

 • Users can now automatically capture their 
mileage through GPS-enabled mileage tracking, 
improving the user experience and increasing 
mileage reporting accuracy all at the same time.

 • Concur® Expense Assistant speeds up user’s 
expense reporting process by pre-populating 
expenses into a time-bound report.

 • Concur ®ExpenseIt language support has  
been expanded to now include English,  
French and German.

 • Concur® Budget, a tool for front-line managers to 
plan and manage spend, is now available to help 
clients make better business decisions based  
on near-real-time data. 

SAP Concur processed over  
120M expense transactions in 2017
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 • Your support cases stay open longer – you told 
us that we often closed your support case before 
you expected. Your support case now stays open 
for thirty days pending your response, up from 
the previous ten days. We also added reminders 
when action is needed from you.

 • Customer approval policy implemented –  
when we need to test your data or apply changes 
to your systems we request written confirmation 
that you agree to the testing or system changes 
before any action occurs. 

 • Improved critical incident management – we 
added more processes to help manage our 
response when there is an issue that impacts our 
customers. This means quicker resolution and 
comprehensive, timely customer communication. 

 • Aligning research and development resources  
for support issues – you’ve told us about 
challenges you’ve experienced when your  
SAP Concur support case requires R&D 
resources. Cases requiring these resources  
now follow a standardized framework to ensure 
all information is correctly captured and that  
you receive triage and estimated time to 
resolution communications. 

 • Weekend phone and chat support – we have 
added English-language 24-hour, 7 day a week 
live phone and chat support for administrators. 

 • Launched knowledge-centered service (KCS) – 
we are capturing the knowledge we gain working 
through support cases and making it 
immediately available to all SAP Concur Support 
teams and to customers via Knowledge Base 
articles. This means customers can more easily 
find answers and solutions to issues and often 
avoid having to submit a support case. 

 • Regional support alignment – we’ve added 
Americas, EMEA and APA support leadership to 
ensure we have a consistent, seamless customer 
experience across the globe.

 • Global highlights – deployed Admin Support in 
São Leopoldo, Brazil and Dalian, China 

IMPROVING CUSTOMER SUPPORT

SAP Concur Support 
managed over 21K 
support cases a month 
in 2017 

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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INVESTMENT IN INFRASTRUCTURE

Leverage best-in-class technology 
that enable SAP Concur systems to 
grow for the future.

SIMPLIFICATION AND SEPARATION 

Remove complexity to make it 
easier to troubleshoot issues, 
maintain systems and deliver new 
capabilities, and features.

PRODUCT PERFORMANCE AND STABILITY 

VISIBILITY AND TRANSPARENCY

Improve problem identification and 
deliver clearer and more concise 
communication regarding impacts 
and resolutions.
 
AUTOMATION AND RESILIENCY 

Database always-on technology  
has been implemented along 
with data partitioning, embedded 
application retry logic and improved 
load balancing.

SAP Concur started a journey over two years ago to change our product architecture to ensure stability, 
but this journey hasn’t always followed a straight line. There have been a few times in 2017 where we 
have had some issues in performance and reliability and we recognize these issues impacted  
our customers. 

Our investment and commitment to provide the best service possible for our customers has never  
been higher. Our long-term roadmap includes investments in building and architecting products and 
infrastructure that deliver highly reliable quality services that scale for our customers. 

2017 PRODUCT PERFORMANCE AND STABILITY PROJECTS

INFRASTRUCTURE
 • Database backup hardware refresh – replace all 
cloud services database backup hardware

 • Imaging Service enhanced with increased 
infrastructure and horizontally scaling capability

 • Storage and Always On upgrades for high 
transaction databases – separate database 
platform to handle databases with high 
transaction volumes, that is designed for 
optimized performance and high availability

PRODUCT STABILITY FOCUS AREAS

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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SIMPLIFICATION AND SEPARATION
 • Code separation of business logic for Concur Expense  
and Concur Invoice

 • Creation of Business Logic Tier for Travel Service – moving 
logic that is currently processed at the presentation tier to 
a newly created logic tier

 • Data partitioning and load balancing

VISIBILITY AND TRANSPARENCY
 • Concur Open – we improved messaging and the frequency 
of updates based on customer feedback. We also intro-
duced push notifications for all Concur Open updates.

 • Measure and improve time to detection – introduced more 
detailed tracking of issue detection, to continuously 
improve on detection effectiveness.

AUTOMATION AND RESILIENCY
 • Advanced Provisioning and Code Build Platform – 
introduction of new technology to automatically provision 
virtual machines, manage configurations and code, and 
orchestrate environment management.

 • Automate imaging file store capacity management process 
– increase storage capacity and resource management 
from quarterly to monthly

 • Update distributed cache client SDK - the current version 
of the distributed cache client SDK makes synchronous 
calls to the data store. The updated version has an 
enhancement to improve access times and performance.

Performance and Stability  
by the Numbers

25%
Stabilization: Across technologies 
we’ve increased our overall investment 
on stabilization by 25% in the last twelve 
months.

25%
Mean Time to Resolve (MTTR): The 
average time it takes to resolve a major 
incident was reduced by 25% in the last 
twelve months.

42%
System Performance: We’ve reduced 
the average system processing time to 
submit an expense report by 42% while 
supporting sustained growth.

500%
Scalability: Our ability to scale grew, 
resulting in more than 500% decrease in 
provisioning and deployment times.

35%
Monitoring: We have made significant 
investments in monitoring, reducing 
our average time to detect incidents by 
more than 35%, and leading to faster 
resolution times.

© 2018 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 2018:

Customer Experience improvements

 • Digital commerce – a new way for some 
customers to effortlessly purchase select  
SAP Concur products. 

 • A new customer community – a new online des-
tination for customers to help them get the best 
out of their SAP Concur solutions. Customers will 
be able to learn from and network with peers via 
forums and have access to key resources such as 
training materials and best practice content. 

 • An updated Customer Portal – changes are 
coming to the Support Portal including a name 
change. The new Customer Portal will make it 
easier for you to find information and access key 
tools you need to be successful.

 • A robust Knowledge Base – we are expanding 
our customer knowledge base and search 
capabilities to ensure you have relevant content 
that is easier to find. 

 • Solutions Suggestions – we are continuing to 
evolve the way customers submit product 
improvement suggestions via our Solutions 
Suggestions process. After exhaustive customer 
interviews, we are rolling out a more thorough 
suggestion review processes which better aligns 
with SAP Concur roadmap planning and provides 
greater transparency. 

Product improvements

 • Self updating country packs will improve  
our client’s ability to expand Concur into 
additional markets quickly and compliantly  
with “country packs” that will be automatically 
updated based on the latest regulations and 
rates—simplifying setup and creating a baseline 
for customer’s use of Concur in each country. 
We’ll roll out one country at a time, starting with 
European countries in 2018.

 • Receipt digitalization will help address new 
global laws and regulations that allow companies 
to accept electronic copies of paper receipts. In 
most countries, the legal validity of electronic 
copies of paper receipts is subject to meeting 
certain requirements. Concur takes this subject 
very seriously and is working on a comprehensive 
solution that will set the basis for a global 
digitalization and compliance framework. Our 
digitalization solution will apply to Concur 
Expense and Concur Invoice in multiple markets 
starting in France, Spain, and China. 

 • Concur® Detect powered by AppZen will 
integrate with Concur Expense and will 
automatically detect accidental fraud and 
compliance issues in real time.

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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Product Improvements, continued

 • Trip-based expense reports: collate expense  
line items around a specific itinerary to allow 
users streamline the creation of expense reports 
by trip.

 • User interface enhancements in Concur 
Expense will streamline common processes such 
as itemization and allocations, are all focused on 
reducing the time and effort to submit an 
expense report. We’ll roll these changes out 
gradually and as they are made available, allow 
clients to opt-in to these changes for a period of 
time to allow ample time for change 
management.

 • Concur Budget for Expense, Invoice, and 
Purchase Request will provide managers  
with an integrated look across Concur Invoice,  
Concur Expense, and in the future, Concur Travel  
– giving department managers the ability to  
see how spend is tracking against budget, so  
they can make informed spend decisions for 
their business.

 • Express checkout for air streamlines the 
checkout process and consolidates to a single 
page for straightforward air bookings to 
significantly reduce the time it takes for travelers 
to book their flight.

 • Locate more people in more ways by pushing 
alerts to travelers through Concur Travel, 
expanding support Non-Profiled Travelers, and 
allowing travelers to check-in and confirm their 
safety via the Concur mobile app.

 • Greater intelligence will be gained by  
intelligence clients in 2018 when we add a 
combined spend dashboard (Concur Expense 
and Concur Invoice), invisible spend report and 
several Concur Invoice reports to our standard 
report offerings.

 • Concur Open – our service status dashboard will 
continue to evolve with the launch of a “personal-
ized” version which will allow you to view and 
subscribe to updates on service availability  
specific to your instance of SAP Concur.

HOW WE INNOVATE

• Customer and partner 
feedback

• Internal feedback

• Market trends

• Emerging technology

• Security

• Continuous 
roadmap 
refinement

• Benefit assessment  
vs. development effort

• Applicability across 
clients and prospects

• Alignment to SAP 
Concur strategy

• Regulatory or legal 
requirement
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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:

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

 • Attend SAP Concur events in your area or online.

 •  Contact the SAP Concur Customer Experience 
team – tell us what we’re doing well and what we 
can do better.

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

 • Check out the SAP Concur newsroom.

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

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

 • Join the SAP Concur Community, a new peer-to-
peer site for customers and users of SAP Concur 
solutions to engage with each other.

 • Reach out to us on Twitter and Facebook.

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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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 
platform 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 http://www.sap.com/corporate-en/legal/copyright/index.epx for 
additional trademark information and notices.

Learn more at concur.com/cx

2017 CX REPORT WP enUS (12/03) 

http://concur.com/cx

	Making Progress
	Your Feedback Matters
	Acting on Your Feedback
	SOLUTION IMPROVEMENTS AND INNOVATIONS
	IMPROVING CUSTOMER SUPPORT
	PRODUCT PERFORMANCE AND STABILITY 
	Product STABILITY FOCUS AREAS

	Looking Ahead
	Stay Connected with SAP Concur

