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Welcome!
On behalf of the Customer Experience Transformation Team and the 
SAP Concur organization, I want to thank you for your continued 
business and welcome you to our 2020 edition of the Annual 
Customer Experience Report. We create this report each  
year to share the improvements we’ve invested in based on your  
feedback in the areas of Product, Service & Support, and  
Relationship Management. 

In 2020, the world faced critical health and economic challenges.  
Like many of you, our organization had to adapt new ways of doing 
business and this accelerated our digital transformation journey.  
To help customers navigate challenging business conditions, we 
provided guidance throughout the year through complimentary virtual 
consulting sessions and webinars offering best practices and business 
continuity steps.

We are the market leader in business travel and expense automation. 
We are committed to delivering value through an effortless experience 
to help your business run better, so you can focus on what you do best. 
We’re constantly looking for ways to make our solutions easier to use 
for administrators and employees. Your feedback inspires us to 
continuously improve. 

We invite you to read this report to see the latest investments we’ve 
made in response to customer feedback. And we’re not done yet! We 
are always seeking to understand where we can make improvements 
to your experience. You are our partner in innovation, and we want to 
hear what you have to say. Thank you for your partnership and trust in 
SAP Concur solutions.

Susan Berg 
Vice President  
Customer Experience Transformation, SAP Concur
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WE HEARD YOU
In 2020, we reviewed nearly 1,500 responses to SAP’s Net Promoter surveys, along with almost 40,000 responses 
to our Customer Effort surveys, and we had 18,000 attendees for our virtual events connecting customers with 
SAP Concur subject matter experts around the globe. Our Account Management and Product Support team 
members had countless conversations with customers, all with the goal of better understanding your business 
objectives and desired outcomes.

Your Feedback Matters 

Throughout the year we seek feedback about your experiences with SAP Concur 
solutions, and the input we receive helps us better understand what is most important 
to you. We listen to your feedback through every survey and every conversation, so we 
can take action based on what you share with us.

LISTEN UNDERSTAND ACT

~1,500 ~40,000 ~18,000
Net Promoter  

survey responses
Customer Effort  

survey responses
People attended SAP Concur 

virtual events worldwide
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Our goal is to listen to you and take what we learn to continuously improve the 
experience we deliver to customers. We’re pleased to share highlights from 
improvements made in 2020 across our products, service & support, and overall 
relationship management.

PRODUCT
We appreciate all the insightful feedback and ideas we receive from customers each year. You help us raise 
the bar and continue to improve our business solutions in many ways. Here’s a look at how we decide which 
product enhancements get top priority.

Product Development Prioritization Guidelines

How many customers 
will this positively 
impact?

Will this deliver 
demonstrable material 
business return to the 
majority of impacted  
customers?

How much will this 
improve the user 
experience?

What is the incremental 
impact compared to 
other alternatives?

Customer Impact Compliance System Stability  
& Reliability

Long-term 
Strategy & 

Growth

Effort/  
Dependency 

Is it required to meet 
regulatory or legal 
requirements?

Can customers 
successfully manage 
compliance without?

Does this close a 
vulnerability or 
mitigate a risk?

Does this increase 
system stability and 
scalability directly?

Does it contribute to 
our overall technical 
infrastructure with 
reusable services?

Does this align to our 
overall vision & 
strategy?

Does this deliver new 
innovation or support 
future innovation? 

Does it enable global 
expansion of our 
product footprint?

What is the impact to 
revenue growth? 

Are there significant 
technical, platform, or 
infrastructure 
dependencies?

What level of 
investment is required? 
(initial and ongoing)

Acting on Your Feedback
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 • Continued to extend our cloud platform 
implemented in Amazon Web Services (AWS), 
transitioning more SAP Concur services from our 
private cloud operation to AWS to provide 
increased security, improve operational resilience 
and capacity planning, and deliver greater 
innovation for customers. We expect this transition 
to improve your experience, acting on feedback 
customers shared with us about enhancing 
performance and reliability.

 • Enhanced infrastructure change-management 
processes to mitigate risks and minimize the 
potential impact of disruptions.

 • Dedicated a cross-functional team focused on 
identifying root causes of database performance 
issues and taking necessary actions to prevent them 
from reoccurring.

 • Upgraded core database platforms to support 
greater reliability and scalability during sustained 
transaction volume growth.

 • Implemented changes to the product deployment 
process to improve reliability and initiated several 
longer-term architectural projects that will lead to 
faster and less impactful deployments.

Acting on Your Feedback 
Product: Performance & Reliability
We know you rely on our products to get things done, and work can’t flow efficiently if 
our travel, expense and invoice platforms aren’t reliable. We’ve heard you say product 
performance and reliability is a priority, and that is why teams across the SAP Concur 
organization have completed substantial work to improve the stability of our systems. 
 
Beyond reliability, we also acted on your requests regarding ease of use and functionality enhancements, 
creating seamless integration between products, and providing a more comprehensive partner ecosystem for  
our business solutions. Read below for highlights.
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PLATFORM UPDATES
 • Provided Single Sign On (SSO) self-service 

option via an Admin User Interface for clients to set 
up their own SSO without case delays. SSO simplifies 
the sign-on process, allowing users to access multiple 
applications using one set of login credentials. 

 • Delivered industry standard two-stage sign-on 
providing enhanced security and an improved 
experience for users signing on to SAP Concur 
products and services on concursolutions.com.

 • Improved mobile app sign-on using SSO or 
username/password to align to the web experience. 

SPEND
Concur Expense
 • Launched Next-Generation User Interface for 

Concur Expense to improve usability, address top 
pain points for users and create a more intuitive 
experience for them. 

 • Added automatic statutory rate updates for 
travel allowance for Germany, Spain, Portugal, 
Norway, Sweden, Finland and Denmark, reducing 
the need to update rates manually. 

 • Enabled receipt digitization for France and Spain. 

 • Introduced new Delta Posting functionality 
allowing users to reopen and correct an expense 
report after it has been posted, without needing 
support from billing/accounting teams. 

 • Redesigned SMB Custom Fields to simplify self-
service onboarding for Concur Expense and 
Concur Invoice SMB customers. 

 • Introduced handwritten amount detection 
using Concur Detect by AppZen, allowing 
quicker receipt verification to match the user-
entered amount. 

 • Added FAVR reimbursement solution to better 
support high-mileage drivers, with fixed and 
variable reimbursement rates. 

Budget
 • Launched new user interface for Budget, 

making it easier for administrators to upload  
and monitor budget data.

Concur Invoice
 • Simplified the user experience for Concur 

Invoice, allowing invoice owners to configure their 
invoice column list preferences and export data to 
Microsoft Excel.

INVOICEEXPENSE

BUDGET, COMPLIANCE, REPORTING

INTEGRATIONS, TAXES, REGULATIONS

Acting on Your Feedback 
Product: Ease of Use & Functionality
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TRAVEL
Air
 • Provided access through Concur Travel to 

American Airlines’ Airpass program for a pilot 
group of customers, giving them additional 
discounts through their online booking tool. 

Rail
 • Created a new connection between Concur 

Travel and French and Spanish regional railways, 
giving early adopters the ability to review options 
and policies and book their railway travel. 

Lodging
 • Made hotel direct content bookable via a mobile 

app, making it easier for travelers to book their 
preferred hotels.

 • Provided access to newly upgraded Sabre 
lodging content through the SAP Concur online  
booking tool.

Concur TripLink
 • Added new TripIt widget for IOS 14 on iPhones 

and iPads making it easier for users to see key trip 
data like flight, rental car and hotel information on 
their home screen, without having to open the  
TripIt app.

 • Launched TripIt mobile app in the European 
Data Center with localized languages to  
make business travel processing easier for  
European customers.  

 • Gave business trip coordinators the ability to 
send plans to TripIt from Concur on behalf of 

travelers, allowing travel plans to show up on the 
traveler’s TripIt account for better visibility. 

 • Integrated Delta Airlines with Concur TripLink, 
allowing travel managers full visibility to travel booked  
on delta.com.  

 • Launched a Traveler Resource Center, making it 
easy to find the latest information on travel guidelines 
and safety advisories.

Concur Request 
 • Launched Next-Generation User Interface for 

Concur Request, designed to simplify the trip 
authorization process with intuitive functionality.

 • Allowed mobile users to create, edit and approve 
Request entries from the SAP Concur mobile app.

DATA & ANALYTICS
 • Redesigned Concur Invoice reports for more 

accurate reporting on remaining balances due on 
purchase orders, taking into account line-item entries. 

 • Changed the way certain geographies are listed  
in SAP Concur solutions from “Country” to 

“Country/Region,” since sometimes the scope of a 
country extends beyond its borders (ex. Hong  
Kong geography). 

 • Modified intelligence report to show details of 
changes made to expense reports after they are 
submitted, providing visibility and updating the 
Expense Accrual Report.

Acting on Your Feedback 
Product: Ease of Use & Functionality

CONCUR TRAVEL

CONCUR TRIPLINK

CONCUR REQUEST

https://www.tripit.com/web/traveler-resource-center/
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 • Continued integration of SAP Concur solutions 
with SAP S/4HANA. Latest features include 
allowing users to reserve budget in SAP S/4HANA 
when creating travel requests to support predictive 
accounting, and supporting the transfer of exchange 
rates between SAP S/4HANA and SAP Concur 
solutions for consistent rates across systems.

 • Created a new application programming interface 
(API) to integrate Concur Expense with external 
financial systems, enabling customers and partners 
to build connections for a seamless transfer of 
financial data. 

 • Integrated Concur Expense with American 
Express Business Cards, simplifying the  
expense report process for employees with nearly 
instant capture of corporate card charges in the  
SAP Concur system. 

 • Integrated Xero Financial with Concur Expense 
and Concur Invoice to make it easier for small-to-
medium sized companies using Xero Financial for 
their accounting system. 

Acting on Your Feedback 
Product: Integration
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Whether it’s supporting travelers, enabling greater visibility and automation through 
data integrations, or service providers who can help bring it all together, our partner 
ecosystem is a critical component of the SAP Concur customer experience. Here are 
some partner progress highlights from 2020:

 • Launched 47 new App Center partners in 
categories such as Sustainability, Shadow IT, and 
Ground Transportation.

 • Launched 8 of SAP’s global service partners and 
added 36 regional/local partners to support 
customers’ deployment needs.

 • Expanded card integrations to include virtual 
card offerings from USBank (Instant Card) and 
AMEX GO to enable visibility and easy reconciliation 
of these new card offerings.

Acting on Your Feedback 
Product: Partner Program

 • Onboarded small-business-focused card 
providers like Brex and AMEX Business Cards to 
better serve our SMB clients.   

 • Delivered Custom Hotel Sourcing content 
through TMCs to offer more choice and flexibility in 
hotel content for travelers. 
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ISSUE RESOLUTION
 • Launched a major initiative improving the routing 

and management of support cases to reduce 
customer effort, handoffs and time to resolution.

 • Introduced a new online call-scheduling tool 
making it easier for customers to schedule 
appointments with SAP Concur Support. 

 • Created a new dedicated Billing Support 
Specialist Team focused on quickly addressing 
customer billing concerns and issue resolution. 

 • Improved billing process accuracy and efficiency 
through Order Management Stabilization 
enhancements that addressed systemic issues  
and improved collaboration between teams in the 
billing workflow. 

 • Provided a more customized service experience 
by offering a support portal based on the type of 
work users do (administrators, end users, and 
general product interest).

 • Completed the gap analysis for our case handoff 
and escalation processes so customers will not 
need to keep providing the same information to 
multiple SAP Support teams.

 • Increased Support employees’ skills on critical 
customer-facing technical topics, with more  
than 3,500 completions in 17 accreditation courses 
and assessments.

CUSTOMER SERVICE
 • Continued rollout of Leading Customer Loyalty 

training reinforcing importance of employee 
accountability and empathy for customers.

 • Formalized a “Close the Loop” process to follow 
up on low survey ratings and better understand 
issues raised by customers. 

 • Offered no-cost consulting sessions to help 
customers optimize solution configurations and 
address their pandemic-related business challenges.

 • Expanded the improved experience of shorter, 
guided solution activation across Canada, France 
and the UK.

 • Made improvements to concurtraining.com  
site and Deployment Toolkits based on  
customer feedback.

 • Enhanced the Authorized Support Contact 
(ASC) onboarding experience by introducing a 
new interactive e-Learning course. To learn more, 
click here, enter your information and code GTMASC 
and learn how to best utilize SAP Concur Support.  

 • Improved the experience for SAP Concur 
customers who work with our Certified Partners 
through additional investments for partner 
enablement and support.

Acting on Your Feedback 
Service & Support 
You asked us to support you more effectively when issues arise by providing 
additional self-service resources and enablement training, and responding more 
quickly and efficiently to your requests for help. Here are some improvements we 
made in 2020 based on your feedback:

3,500+ courses were completed by SAP Concur Support 
employees who took advanced technical training to 
be better prepared to resolve your technical issues. 

https://www.concur.com/en-us/support/
https://sapconcur.litmos.com/self-signup/
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 • Added new self-service resources on the  
SAP Concur Community site to provide more 
easy-to-understand information about how to 
utilize SAP Concur solutions. 

 • Aligned further to provide a “One SAP” view  
to Enterprise customers for companies wanting  
to use multiple solutions (SAP Concur solutions  
+ others).

 • Launched a new post-solution review survey for 
SMB customers to understand their perceived 
value of SAP Concur solutions after they’ve been 
deployed, to identify successes and opportunities 
for additional conversations about optimizing value.

 • Completed implementation for a globally 
consistent process to “Close the Loop” with 
Enterprise customers based on their NPS  
survey feedback. 

 • Launched a new billing issue escalation process 
so urgent concerns are quickly addressed. 

 • Offered ongoing COVID-support campaigns 
providing thought leadership and guidance to 
customers, such as updated work-from-home policy 
best practices and return-to-travel steps.

 • Provided webinars and virtual client summits for 
thousands of customers, including timely topics 
related to the current economic environment. 

 • Improved business reviews for Enterprise 
customers, with more value-added content 
including benchmarking data and best  
practice advice. 

 • Launched a new “Pod Model” approach for 
supporting some SMB customers, partnering 
Customer Success Managers with groups of sales 
representatives to ensure better collaboration and 
information-sharing between teams, resulting in a 
better customer experience.

 • Provided complimentary consulting sessions to 
provide best-practice guidance and expertise to  
help customers optimize their SAP Concur  
solution investments. 

Acting on Your Feedback 
Relationship Management
You told us that you place a high value on responsiveness from our field representatives, 
including benefiting from their industry expertise and proactive guidance. Here are 
some important improvements we made in 2020 based on your feedback:

HOW SAP CONCUR 
LISTENS TO YOU

1:1 Meetings

Customer Events

Analyst Reports

Surveys

Community Forums 

Social Media 
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Our Purpose 
At SAP, our purpose is to help the world run better and 
improve people’s lives. In addition to helping companies 
achieve desired business outcomes, we are also passionate 
about giving back to our communities and making the world  
a better place for all of us. 

We know many customers share our desire to help others and want to partner with 
companies that care about more than just the bottom line. So we’re including this 
overview as a way to give insight into what matters to us as we take action to 
improve people’s lives. 

OUR SAP CONCUR CORPORATE GIVING AND COMMUNITY 
OUTREACH FOCUS ON THE FOLLOWING AREAS:

Supporting youth STEM and 
digital literacy programs

Creating more access to 
quality education for all

Encouraging girls’ 
participation in technology 

and leadership

Supporting diversity and inclusion  
through recruiting programs in  

underserved communities

Promoting sustainability internally through waste-
reduction programs, and externally through new 

sustainability features in our products
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Our Purpose 
along with promoting environmental awareness 
within our products. For instance, in 2020 TripIt 
launched a new sustainability feature. TripIt is the 
first travel-organizing app to automatically aggregate 
flight emissions across airlines to give a holistic view 
of an air travel footprint. TripIt empowers users to 
make good decisions about their travel carbon 
footprint, providing ideas for reducing or offsetting 
the environmental impact.  

In addition to our SAP Concur initiatives, SAP has a 
larger community outreach program that includes 
additional focus areas to help create a more equitable 
society and thriving planet. Learn more about the  
many ways we’re helping to improve people’s lives  
at the Corporate Social Responsibility pages for  
SAP Concur and SAP. 

These focus areas are supported in many ways by  
our organization and our employees:
 • Our Community Impact Program supports non-

profit organizations driving positive change today 
and for future generations within underserved 
communities around the world. For example, to 
create broader access to quality education and 
encourage girls’ participation in technology and 
leadership, our financial support helps programs like 
STEM for Her, Summer Search, Junior Achievement 
and Boys & Girls Clubs.

 • We empower employees to give back to their 
communities through SAP Concur Care Days. 
Employees have four days of paid time off to 
volunteer for  organizations.

 • Protecting the environment is a shared passion for 
many SAP Concur employees. Our offices worldwide  
continue to focus efforts on the reduction of waste, 

https://www.concur.com/en-us/about/corporate-responsibility
https://www.sap.com/corporate/en/purpose.html


15 / 15

 • Explore SAP Concur training options including  
SAP Concur certifications. 

 • Discover which SAP Concur App Center solutions 
will help your organization achieve simpler 
expense reporting, easier travel and smarter 
spend oversight. 

 • 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 solutions. 

 • Utilize resources in this Admin Toolkit to help  
your company drive adoption of the SAP Concur 
Mobile App.

 • Do you or your administrators need a refresh? 
Review our Professional Edition New Admin Kit 
and Standard Edition New Admin Kit, which offer 
resources, best practices and tips from your peers 
at other companies. 

 • Visit the SAP Concur Community and talk with 

other customers to learn about their experiences 
and tips for getting the most out of our products,  
and check out the new Timely Topics Education 
Series for administrators.

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

 • If you are a Concur TripLink customer, check out 
the Concur Triplink Training Toolkit that features 
email templates, videos and landing pages to drive 
internal adoption. 

 • Attend SAP Concur customer-focused events such 
as our Fusion conference and Travel Industry 
Summit to gain insight into your solutions and 
network with experts and peers. 

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

 • Reach out to us on Twitter, LinkedIn and Facebook. 

Stay Connected with SAP Concur Solutions
We are committed to your success. Your feedback informs where we need to  
take action to ensure you maximize the value of SAP Concur solutions.  
Here are resources to learn more, share your feedback and connect with other  
SAP Concur customers:

Note: Linda recently 
retired from Gonzaga, 
after 18 years of 
dedicated service to 
the university.

https://www.concurtraining.com/en-us/pr/learning-services
https://www.concur.com/app-center
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.concurtraining.com/toolkit/en/mobile/administrator?PID=end_user&CID=annual_cx_report2020
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
https://community.concur.com/
https://community.concur.com/t5/Education/bg-p/Education
https://community.concur.com/t5/Education/bg-p/Education
https://www.concurtraining.com/customers/tech_pubs/WNclient-std/_WNclient_std.htm
https://www.concurtraining.com/customers/tech_pubs/_RN_CCC.htm
https://www.concurtraining.com/customers/tech_pubs/_RN_CCC.htm
https://www.concurtraining.com/en-us/triplink
https://fusion.concur.com/
https://www.concur.com/travel-industry-summit
https://www.concur.com/travel-industry-summit
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
https://twitter.com/SAPConcur?lang=en
https://www.linkedin.com/company/sapconcur/
https://www.facebook.com/SAPConcur/
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Learn more at concur.com/cx

Follow SAP Concur

https://www.concur.com/cx
https://www.facebook.com/SAPConcur/
https://twitter.com/sapconcur
https://www.youtube.com/user/ConcurTechnologies
https://www.linkedin.com/company/sapconcur/
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