
Empowering travelers to make  
smart buying choices

Get engaged



© Copyright 2016. BCD Travel. All rights reserved.2

Get engaged 
Empowering travelers to  

make smart buying choices

Contents
3

5

9

14

24

25



© Copyright 2016. BCD Travel. All rights reserved.3

Get engaged 
Empowering travelers to  

make smart buying choices

While the idea of traveler engagement has been around for years, not all travel 

Many travel managers saw traveler engagement as 

Millennials with a do-it-yourself 

dominate the workforce, 

travelers in other age groups.

Suppliers are increasingly 

their buying decisions.

the same level of choice for 
their business trips that they 
enjoy for leisure travel. They 
prefer consumer-grade tools and 

program internally.

Accessible 
data bandwidth

Funding Relevant  
tools

Specialized 
help

i
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intelligence

of highly visual, smarter

understand traveler
behavior and how it

 
technology
Corporate travel apps
(like BCD Travel’s
TripSource), enterprise

enable direct and
instant engagement
with travelers.

 

Consultancies like
Advito, have dedicated

that can help travel
managers with

 

Once travel managers
understand what
behaviors need to
change, they can create
an appropriate, tailored
engagement strategy.

Intelligence

traveler behavior;  
and how that behavior 
needs to change to 
drive savings and  

Method 

for how to engage 
travelers, and emerging 
success stories. 

 

consumer branding 

techniques. 

People
Professional help 
to introduce those 

Technology
More personalized 
tools and channels 

especially mobile apps 
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paper, 
. 

We presented a blueprint for steering travelers to 
smarter and safer choices through engagement and 
other behavior-management techniques. But, so far, 

engagement strategies in travel programs.

Developments over the last few years magnify the 
need for traveler management. Travel managers 

of business travel requires new approaches for 
managing traveler behavior. We’ll take a closer look 
at the challenges facing traveler engagement and 
how these can be addressed.

Time to turn engagement 

Source
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Lack of accessible data 
To change behavior, travel managers need to understand how their travelers 
behave and how they can improve that behavior. In many cases, travel managers 

 

for this undertaking.

Lack of specialized help 
Without the required skills and bandwidth, travel managers need specialized 

Lack of funding 

Lack of relevant tools 

and consumer travel service providers and new types of suppliers like Uber and 

managed travel program.

Time to turn engagement 
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smartphones for their travel needs before, during 
 They use these devices to 

hotels, and more. The rise in mobile usage coincides 

they make up one in three workers.  They’ll represent 
 

Millennials can be unforgiving when it comes to 
technology. If their company gives them tools 
they don’t like, they’re unlikely to use them. But 

workers, who also have access to the same tools. This 

that travel managers must recognize and meet the 
needs of the modern traveler across all age groups.

Consumer thinking 
Travelers are accustomed to using smart travel 
tools in their personal lives—tools which know 
who they are, where they are and what they want. 
Business travelers want that same technology, 
which responds to their individual preferences, to 
be available in their work lives too. 

Today, everything a traveler needs is available 

•  Comparison websites and apps – Present trip 

make informed choices 

or colleagues traveling to or familiar with the same 

– Make it easy to plan and book a trip through 
dedicated channels

Traveler choice 

freedom of booking sites and channels, but perhaps 
constrained by a travel budget and within their travel 

tools, but don’t require all travelers to use them. The 
trick is to steer travelers’ behavior so they make the 

tools they use to plan, book and make a trip.

Time to turn engagement 

Millennials at work – Reshaping the workplace, PwC,
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encouraging them to book direct in return for 

for suppliers to reach travelers directly. Using 
their increasingly powerful customer databases, 
they know much more about individual travelers 
than a few years ago. This means they can target, 

sway their travelers’ choices.

Making progress towards traveler engagement 

progress has been made 
towards removing the 
obstacles standing in the 
way of traveler managers’ 

engage their travelers.

Time to turn engagement 
Obstacle:   

   Improved business intelligence is helping travel managers not only understand their travelers’ 
 

It’s now possible to measure the impact of behavior management.

Obstacle  

traveler engagement programs. There are also plenty of solid success stories to give credibility and 

moving from an art to a science.

Obstacle:  

travelers what they need while binding them invisibly to the managed travel program. Widespread 

 
Later in this paper, we reveal more about these 

engagement theory into a powerful reality to 

also address securing a budget and developing 

advance traveler engagement. 

Taking a closer look at how improved business 
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The problem is that capturing data from bookings 

Some service providers are doing their best to 
bridge this gap. They gather data from traveler 
bookings on unmanaged channels – either directly 
from suppliers or by having the traveler forward 

give greater visibility of total spend, it also helps 
travel managers compare booking behavior across 
managed and unmanaged channels. And, it can help 

 
Travel managers no longer have to build a picture of 
behavior solely from spreadsheets with thousands of 

techniques have moved us beyond old-fashioned, 

interrogate, understand and act upon.

The key to  
understanding behavior
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Traveler
Travel 

Travel 

Trend
Online Accepted 

Low Fare

Adv 
Purchase 

Intl Adv 
Purchase 

Days
Amount 
(USD)

Avg Days 
Adv 
Purchase 

Avg Days 
Adv 
Purchase 
Intl.

Missed 
Fare 
Savings 
(USD)

5

Select travelers by department, View data points to 
support traveler KPIs

The key to  
understanding behavior

 
 

Chris Reinke 
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The challenge  

Our approach 

The results  

Case-study
traveler behavior, reduce costs and improve duty of care

 

Angela Paulus  
 

Pitney Bowes

The key to  
understanding behavior
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The key to  
understanding behavior

China

U.S.

Days before departure Days before departure

Percentage of bookings Cost-per-mile index
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that process. You start with a savings target and 

behaviors you might change, and by how much, to 
deliver that target.

booked in advance from seven to nine.

The key to  
understanding behavior
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Though important, it’s no longer the only answer. 
Simply introducing strict policies with zero 

non-compliance) doesn’t guarantee success. 

ways around policy. Even worse, if too many travelers 

The best results are achieved when travelers behave 

because they have to. Success results when a traveler 
wants to align with company interests. Leaving 
employees feeling good about their role in a bigger 
cause is the essence of traveler engagement.

For successful traveler engagement,  

• The right plan 
• The right people 

As already discussed, travel managers need to 
understand what behavior needs changing and why. 
This will generate the key messages to communicate, 

• Is this trip necessary? 
• Book early. 

 
• Always look for the lowest logical price. 

 

• Traveler safety
• Data security on the road 
• Reducing travel stress

Are your in-house resources stretched thin? Traveler 

Make it a reality
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•  What messages do we communicate to our 
travelers today?

•  Which ones are necessary and which ones are not 
required?

do we communicate with travelers?
•  Are those touchpoints adequate and appropriate?
• Which channels do we use to communicate?
• How successfully do we use those channels?

which ones do we need to add?

It’s well worth polling and interviewing travelers to 
help get an understanding of these issues.

Secure a budget 

campaign to improve traveler behavior requires 

prices have fallen too. You don’t need a massive 
budget to produce animated messages.

Even so, there are costs, most notably hiring 
professional help. This may prove to be the hardest 

important it is to engage with travelers; but without 

can’t win the funds.

Bring in professional help to design a strategic 

how it bridges the gap between today’s traveler 
behavior and the desired behavior. Take it to 

departments for budgetary approval. 

Brand the travel program 
Many travel managers are surprised to learn the 

and credibility. It also creates a bond with travelers – 

when they need it.

Branding is an unfamiliar concept for travel 
managers, especially those coming from 
procurement. But it’s increasingly necessary to tap 
into travelers’ consumer-like thinking and compete 
with the strong brand appeal of travel suppliers and 

 
Schedule a series of campaigns to avoid too 

decide which channels and tools are appropriate 

managers need to use a balance of push and pull 

Make it a reality
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detail, but it’s important to choose a broad range. 

networks; baby boomers may be more comfortable 
with e-mails and, in some important cases, 

Listen 

to travelers’ messages is as important as delivering 
the company’s messages to them. If travelers are 

more likely to warm to the brand and be much more 

good and bad about the travel program. Travel 

And there are new ways to listen. Online pulse 

through an enterprise social network.

 
With the help of improved data analysis, travel 

number of days travelers booked in advance before 

cost savings achieved by the campaign. You can 

advance cost compared with seven days in advance.

In the past couple of years, some companies have 

their travel management teams. They may do a great 

There is another way 
A handful of consultancies have set up dedicated 

specializing in traveler engagement. Its talent 
includes consultants who build and manage a 

 

Make it a reality
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At a glance  
Industry  

 

  

Results in brief

 

Case-study

Ike Ihenacho,  
, 

Make it a reality



© Copyright 2016. BCD Travel. All rights reserved.18

Get engaged 
Empowering travelers to  

make smart buying choices

 

 

Improved travel intranet 

Policy awareness campaign 

 

 

Case-study

Ike Ihenacho,  
, 

Make it a reality
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Winning ways to communicate remain the same, 
whether talking to travelers through a social network, 
e-mail or any other channel.

days when travel managers bombarded travelers 
with e-mails and hoped some of them were opened. 

•  More personalized
•  More relevant to what travelers are doing at 

as well as talk

Make it a reality
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Mobile travel app
Most of the channels discussed below can be used 

decision-making before their trip. But a travel app 
lets travel managers engage with travelers during 

they are being made, it keeps travelers safe because 

their journeys are disrupted.

There are various apps that travel managers can 
customize for their travelers. However, many travel 
managers opt for an app provided by their TMC – 

• Access to travel history
• Hotel booking*, with air booking to follow
• Custom messaging

Traveler who has 

a rental car
Traveler arriving at 
an airport at night

Traveler staying in 
a hotel

touches down at touches down at 
Arrival at the 
postcode of their 
hotel

Remember the 
insurance for 
your car rental 
is already 
part of your 
corporate rate.

Please go to 

Arrivals for 
transfer to 
your hotel.

Breakfast is 
not included 
in your rate; 
your breakfast 
allowance is 

messaging is one of the 
most powerful ways to 

steer behavior taking 
account of the traveler’s 

and needs. 

Mobilize your travel program.

* available in select countries

Make it a reality
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the water-coolers of the corporate virtual world. 
They are where employees meet to chat about 

love to discuss is travel. 

travelers, delivering key messages about smarter 

they can learn quickly about any problems with the 

social community playbook 

Tips on building a travel social community

•  Determine roles

consistent.
•  Brand the channel – Create a name, philosophy 

and visual elements that would appeal to your 
target audience.

•  – Develop a high-level 
strategy for when you will post, topics to cover, 

•  Listen – It’s as important as talking. Travelers must 
always feel safe sharing their opinions, even if they 

 

Make it a reality
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Financial services company builds a travel social community

 
 

 

Pre-trip nudges
There are many techniques that can steer travelers 

Encourage travelers to think of every trip as an 

The best way to save money on travel is to reserve 

the rise in improved virtual conferencing technology 
prompted BCD Travel and Advito to team up with 
Cisco to create strategies that help companies save 
money by keeping travelers at home. 

Put standard, easy-to-book packages for major 

include preferred airlines, hotels and even ground 

safety, dining and so on. It makes travelers’ lives 

Make it a reality
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understand at point of booking whether their choice 
is a good price. These could include average fare paid 

with preferred carriers.

Pop-up messages on the booking screen can prompt 

travelers that their out-of-policy booking will be 
recorded is another.

Post-trip engagement

through the travel social community and show that 
their opinion is valued. Be sure to address any issues 
they raise and support any compliant behavior and 
decisions. That will make them a stakeholder in 

and rewards travelers for certain behaviors, was an 

investment and ongoing running costs.

Make it a reality
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theory. Today, we have traveler engagement 

savings for a growing number of companies.

Intelligence

traveler behavior; 

into precisely how 
behavior needs to 
change to drive 
savings and other 

Method 
A clear set of 

to engage travelers, 
and emerging 
success stories. 

 

consumer branding 

techniques. 

People
Professional help 
to introduce those 

Technology
More personalized 
tools and channels 

especially mobile 
apps and social 

Five pillars of engagement provide the basis for 
steering travelers to the right choices more subtly, 
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BCD Travel 
 

 

www.bcdtravel.com

research@bcdtravel.co.uk

BCD Travel helps companies make the most of what they spend on travel. For travelers, 

choices on the road. For travel and procurement managers, it means advising them on 
how to grow the value of their travel program. In short, we help our clients travel 

www.bcdtravel.com.  

www.bcdgroup.com..


