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Business Travel
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Future




Business Travel Trends From Around The World

The Evolution of Travel Policy
A Global View on the Future

A research white paper from
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Savings &
Control




Business Travel Trends From Around The World

Past
52% - savings drove policy

Travellers told:

What to do
When to do it
How to do it




Present




Business Travel Trends From Around The World

Past
52% - savings drove policy

Now
/5% - Improvements to traveller
service can Increase savings

/2% - More work to achieve desired
compliance levels




Savings Versus Service

Increased Savings/
Compliance by
Focusing On
Traveller Behavior
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Business Travel Trends From Around The World

Significant savings are a thing of the past.
Now it’s about cost avoidance. I've
already bled the turnip. Now it’s about
getting more compliance to the programs
so we can realize the negotiated savings.

— Global Travel Manager, USA




Savings Versus Service

Traveller Centricity
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Business Travel Trends From Around The World

My goals and value to the company are
now based on traveller satisfaction. We
survey our travellers to understand their
satisfaction with the program. That
determines my success.

— Global Travel Manager, Brussels




Traveller Centricity Trend

*Engagement

* Before, during & after

* Program design & updating

* Slimmed down policies

* Mission specific options & content
* Not all travellers are created equal

» Access to the right content & tools




Latest Trend Causing
Friction




Sharing Economy




Traveller Engagement
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Travellers Asking For Sharing Economy
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How Should
Travel Managers
Respond?




Business Travel Trends From Around The World

| no longer fight our travellers.....telling
them what to do. Instead, we work
together so | can understand why they
like a particular supplier. Then | go and
get the savings with that supplier.

— Global Travel Manager, USA




Challenge Causing
Friction




Strategic Hotel
Sourcing

Priorities for Corporations




Hotel Negotiation Findings

Current

Travel manager lost productivity
Too much time spent negotiating
Very manual process
Hotels slow to respond to RFPs




Hotel Negotiation Findings

Focus Areas

Monitoring traveller satistaction
OQutsourced hotel negotiations
Faster responses/lower rates







Buyer Focus Next 1 — 2 Years

* More pre-trip messagm \61%

* Mobile booking c — 30%

* In-trip change aT

» Address sl;\ onomy Mixed
. Enga \ th travellers — 75%

9 VoS
. gagement — 22%
. Duty of Care — SMS - 20%




Payment Trends

Virtual Account
Numbers (VAN)

Alternative Forms of
Payments (AFP)

Bit Coin
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Feedback From Buyers On Payment Options

* Not aware of options
» Not oftered options by provider

» Options not working

» Options not being accepted




Feedback From Buyers

* Hotels not accepting VANs

* Want plastic and IDs

* Hotels want their forms completed

» Deposit and on-site payment concerns

* Chains not addressing leading to one ofts

ACTE
GLOBAL



Future Is Here




Cost Savings Other Than The Rate




Traveller Centricity Trend — Engagement with Travellers
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Need anything during your stay? Let's
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Grand Hyatt Hong Kong is on Facebook. To connect
with Grand Hyatt Hong Kong, join Facebook today.

Log In
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Kong
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New Ways For Booking & Communicating




New Ways For Booking & Communicating
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Press Headlines

Grand Hyatt New York launches WeChat account

Shangri-La Hotel engages with guests via WeChat




Travel Bots For Booking & Service

SKIFT CATEGORIES ~ REPORTS FORUM EDU PODCAST NEWSLETTERS v
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Traveller Centricity Trend

Ready for the
modern traveler?

They're more social, mobile, and have higher
expectations than ever before. Goodbye one-size-fits-all
experiences, hello personalized, just-for-me service. We
help hotels know more about their guests so they can
deliver personalized experiences that create valuable
relationships and lifelong customers. 30,000 of the
world’s leading hotels trust us to help them reinvent the

guest experience.

Adele Miller

San Francisco Bay Area
Female, 25-34
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Traveller Centricity Trend




Traveller Centricity Trend




Traveller Centricity Trend




Traveller Centricity Trend?




Are The New Options/Trends Meeting The Needs?

Criteria:

What Fits Their & Your Business N /\ds

<What s Simple and Easy to Administer




* Traveller Centricity
* Options / Mobile
* Payment options in early stages

e Data

e Collaboration
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+25 Industry CEOs & Senior Leaders in Amster

Join the World's Leading Corporate Travel
Executives & Airline Leaders in Amsterdam
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Travel Trends Summary

For Discussion

» (etting closer to your travellers

* Putting in programs that support

» Finding the balance — savings &
service

» Evolve to new ways of thinking




