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IN THIS CASE STUDY 

This IDC Case Study is based on an interview with Braam Du Plooy, controller for the Atlanta 

Convention & Visitors Bureau (ACVB). The study details the ACVB's implementation of Concur Travel 

and Expense Management (TEM) software solutions and specifically examines how utilizing a  

cloud-based travel and expense management system that also includes mobile apps benefits a small, 

publicly funded organization with fewer than 100 employees. 

SITUATION OVERVIEW 

Organization Overview 

The Atlanta Convention & Visitors Bureau, founded in 1913, is a private, nonprofit organization created 

to favorably impact the Atlanta economy through conventions and tourism. The ACVB serves as a 

liaison between meeting planners, tour operators, and more than 800 member organizations that 

utilize the convention center and other city resources.  

The ACVB has a total of 75 employees, most of whom are in sales and business development. They 

meet with event planners from a variety of organizations in an effort to solicit event bookings at the 

Atlanta Convention Center or other city properties. This often involves travel outside of Atlanta, as 

many of these employees attend as many as 30–50 trade shows annually to promote Atlanta as a 

leading venue for corporate and other organizational functions. This travel-heavy organization, funded 

through local taxes, relies on a TEM policy and reporting structure that must be consistently timely and 

accurate because the organization is open to public scrutiny. 

The ACVB quotes that its aggressive sales and marketing programs help support the city's $12 billion 

hospitality industry and sustain over 200,000 related jobs as well as facilitate 42 million visitors to 

Atlanta annually. The result: Atlanta has been consistently ranked as a leading U.S. convention city. 

IDC spoke with Braam Du Plooy, the ACVB's controller and internal Concur travel and expense system 

administrator. Du Plooy has been with the ACVB since 2005. 
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Challenges and Solution 

Challenges 

When Du Plooy arrived at the ACVB in 2005, the company was in the process of transitioning from Excel- 

and paper-based expense management to a new Concur implementation. The main goal was to embrace 

automation and better integrate expense management with the organization's accounting systems: 

I guess the problem was that everything was done in Excel … They just wanted some 

automated system where they could get away from the manual process of doing it in 

Excel, attaching receipts, getting reviewed, inputting the figures again into the accounting 

system. I think that the attraction was that at the time they could integrate it into their 

accounting software and import it. It went through a nice approval process. I would 

imagine that was probably the reason for that. I built onto the foundation that they started. 

Solution 

The ACVB's Concur deployment consists of Concur Travel and Expense Management, with 50 of the 

organization's 75 employees regularly using the software. Twenty-five users are considered heavy 

users who submit expense reports weekly. Concur travel and expense mobile apps, including 

ExpenseIt and TripIt, have just been rolled out over the past quarter. Already, ExpenseIt is viewed as 

particularly revolutionary by the ACVB's business users and accounting staff: 

Now the next level is ExpenseIt. It's been a whole evolution. Now you have an image 

next to the data. I think that's the attraction for regular users and for accounting users … 

That's what it's all about — to be able to see an image of the charge or the expenses next 

to the data that you were inputting and how that evolved. 

Du Plooy has also deployed several other Concur capabilities that ensure a seamless expense 

management process: Policy Audit and Receipt Audit, preapproval travel with Concur Request, and 

Company Bill Statements. Du Plooy also finds Service Administration and Consultative Intelligence (for 

access to best practices and more targeted solution support) extremely valuable: 

The fact that I can have one point person where I can have a name that is known and go 

to that person, it's great. The level of expertise that this person provides is a much higher 

level. That person gets to know what my expertise level is as well. They know when I call 

in they can eliminate the basic questions and go to a certain level that they know I'm at. 

That's a huge help. 

The Concur deployment is part of a strategy championed by Du Plooy to move the organization's 

computing to a cloud delivery model: 

I use all cloud. All our software is cloud based. I made a deliberate decision about five 

years ago to go cloud, and finally now everything is moved over to the cloud. 

Driving Du Plooy's vision is that cloud delivery, including the fact that all of the company data rests in one 

system, enables the ACVB to feel confident it is fulfilling its mandates as a publicly funded institution: 

Again, it comes back down to the compliance. It has reduced risk that we always were 

up against. Even though I had a person going through all the reports, people miss 

things. There's a comfort level there that's much higher now. The standard and quality 

of accurate data in the reports is at a much higher level. And then the processing time 

is reduced dramatically. Those things are unbelievable for us to rely on as a business. 
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Results 

Du Plooy has valued Concur for its ability to both quickly and accurately provide expense reporting 

audits, streamline the entire expense process, and delight users with its elegant user interface. 

Reducing Expense Reporting Processing by 50% 

What is most noticeable across the organization is that the time spent on expense reporting has been 

reduced by over half. Du Plooy sees ExpenseIt as being primarily responsible for this increase in efficiency:  

I think if people are using ExpenseIt, then yes, it is faster. I know for myself that 

by using ExpenseIt, it makes life much easier. 

The ACVB has an accounts payable (A/P) manager who processes expense reports, in the 

sense that she monitors the company's relationship with American Express to ensure the 

organization's exposure to any additional fees due to late filing is mitigated. Because  

the expense process is so automated, the 25 sales staff members who use a company 

credit card must back up any claims related to late expenses:  

No one wants to pay late fees or argue about them, so therefore they do process 

their reports on time. 

Furthermore, expense accruals are automatically imported into the ACVB's accounting system, and 

the Concur audit feature takes the place of human reconciliation of receipt to report. The A/P manager 

now simply looks for misplaced allocations. 

Addressing Public Transparency 

The ACVB is publicly funded via local taxes and Du Plooy is very conscious of the organization's 

public perception. Given Concur's auditing capability and the fact that a user is far less likely to lose a 

receipt when using ExpenseIt, the ACVB can provide a much more accurate and up-to-date audit of its 

finances than it ever could in an Excel/paper-based system. Having compliance policies embedded in 

the application helps ensure users do not fall out of company compliance and thereby mitigates the 

potential for a public misperception: 

I want a receipt only because again it comes back to the media and open records. 

With us, it's a very difficult thing — again because we are in the hospitality industry and 

we don't have rigid rules to say you're only allowed to spend $50 on dinner. We are in 

entertainment. For us everything is driven by [publicly funded] budget. We are very 

budget oriented. It's more about the things that you cannot spend on. It's like I just said 

about staying within policy. That is guided by the rules … It's more about the type of 

expense that you use and how it is being recorded, again to prevent the risk of being 

publicized negatively in the media. That's more important. If you wine and dine 

someone and it [doesn't appear improper] … those are the things we need to be aware 

of, and we're guided by our rules in Concur. Those are more valuable for me than the 

cost savings. 

  

"I know for 

myself that by 

using ExpenseIt, 

it makes life 

much easier." 
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Strong User Compliance, No Manual Effort Required 

When asked about what impact Concur has on users' willingness to follow company 

policies for expense reporting and travel management, Du Plooy cites that the user 

experience, coupled with the fact that compliance is embedded into the system itself, 

ensures that there are almost no user-generated compliance issues, which is a key 

factor in driving down the time associated with submittals: 

The fact that you can embed your policies in the audit feature as well, then 

people realize what the policy is. There's no argument about it. There's no 

phoning multiple people, phoning HR, phoning finance to find out if X is 

allowed or not. It has reduced those questions because the answers come out 

in the system as they do their expense report. 

In the past, Du Plooy would receive at least 10 compliance-related calls every month. 

He would have to track down the specific policy point in question, resulting in a  

15-minute workload. Now he receives only 5 calls per year. 

IDC's Travel and Expense Management Maturity Model 

According to IDC's Travel and Expense Management Maturity Model, the ACVB demonstrates a 

consistent stage 3 approach to its TEM processes (see Figure 1). The organization's adoption of a 

cloud-based TEM solution from Concur, along with mobile apps that ensure user compliance, is 

indicative of the stage 3 Purpose-Built Mobile/Cloud Apps Phase. Employees enjoy an effortless user 

experience that not only improves company spend efficiency but also provides a strong level of 

transparency for a publicly funded organization. 

For more information on the Travel and Expense Management Maturity Model and organizational benefits, 

see Driving Business Value Through Travel and Expense Management Maturity (IDC white paper 

#US40880116, January 2016). 

In the past,  

Du Plooy would 

receive at least 

10 compliance-

related calls 

every month. 

Now he receives 

only 5 calls  

per year. 
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FIGURE 1 

Travel and Expense Management Maturity Stages 

 

Source: IDC, 2016 

 

ESSENTIAL GUIDANCE 

The ACVB's Concur implementation is part of a larger move by the organization to utilize cloud 

services for its software needs. Du Plooy views cloud IT as a requirement for smaller organizations for 

which agility and flexibility are key institutional attributes: 

Absolutely. You hit it on the nail when you say agile and flexible. Also, we are more 

aware of how we can shift our focus somewhere else to help the business because 

the processes behind the scenes are running. We still have to monitor these 

processes — we can't just walk away, but we don't have to have that intense manual 

and audit checks to ensure that the process is working. 
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Du Plooy goes on to state that utilizing cloud IT should be a foundational requirement, particularly for 

small businesses: 

The thing is that today small businesses that have been in business for 25 years or 

more, if they don't use cloud, I really feel sorry for them. They are losing so much if 

they are not using the cloud. I don't think they realize how much they are losing out. I 

think that small businesses that start today are already at an advantage because [they 

are using software that is] already in the cloud. They are one step or even a bunch of 

steps ahead of small businesses that are older and still using antiquated systems. 

Today, it's all about time. 

IDC advises that customers planning to adopt a new TEM solution look for not a partner that has  

just one capability (i.e., expense reporting) to offer but a partner like Concur that can provide a fully 

cloud-based set of tools. This case study illustrates how small organizations can benefit from a 

solution set that positively impacts the entire organization. 
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