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GBTA and Serko surveyed travel managers response to the pandemic

We wanted to better understand
the shift in travel buyers’ priorities,
and the role that technology
needed to play to support the new
world of business travel.

o GLOBAL BUSINESS TRAVEL ASSOCIATION
This is what we found out...
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Overview: How post-pandemic business travel bookings might look?

Changes to business travel policies due to Covid: What did corporate travel
programs look like before the pandemic and what do they look like now?

Travel program leakage: Are there gaps between how travel programs
actually communicate and how their business travelers want them to
communicate?

Online booking tools: What changes, if any, have companies made in terms of
online booking tool (OBT) vendors and options? What do travel managers
think of the OBT used by their company?

© 2022 GBTA. All rights reserved.
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Online survey of U.S. and Canada -based business travelers

« Data collected from September 20 - October 3, 2021
« An email invitation was sent to 1,895 travel managers
« 161 travel managers based in the US or Canada responded to at least one question

« Among them, 115 travel managers who qualified for the study completed the entire survey for a
response rate of 6%

Respondents qualified if:
* They are based in the United States or Canada
* They are involved in managing or procuring travel on behalf of their company
« Their company’s business travelers used corporate online booking tools prior to the pandemic

© 2022 GBTA. All rights reserved.






Policies are getting tighter

® 7%
9/ of travel managers say their

company’s booking-related
travel policies are stricter today
than they were before the
pandemic

Of those whose policies are stricter...

39%

expect these changes will remain in
m place permanently




And enforcement is stricter Y

Booking Policies: Pre-Pandemic and Current

Open booking: Policy

expressly allows 1%
booking outside of
managed channels 2%

(e.g., TMC or OBT)

are recommended 8%
Managed channels 1%
are mandated -- but
loosely enforced 34%
Managed channels 73%
are mandated -- and —
strictly enforced 55%

Managed channels l5%

W Current

M Pre-pandemic




Pre-Pandemic vs. Current Booking Behavior

Booking-Related Travel Policies: Booking-related Travel Policies:
Pre-Pandemic Current Environment
1%

1%

- |

Self-service: -10
points from pre-

pandemic
High touch: +11
points from pre-
pandemic
= Self-service High touch = Roughly equal mix = Not sure
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Approvals are keeping the
brakes on

Current trip approval process

Most/all trips are
automatically approved

= Some require manual,
some are automatic

= Most/all trips require
manual approval




Driving an uptick in assisted
bookings

Pre-pandemic

H ® &

64% self-service:
Travelers make
most “managed”
bookings through
corporate booking
tool

54% self-service:
Travelers make
most “managed”
bookings through
corporate booking
tool

9% hightouch:  26% roughly
Travelers make equal mix
most “managed”

bookings with a

travel

manager/agent

Current

®

20% high touch:  24% roughly
Travelers make  equal mix
most “managed”

bookings with a

travel

manager/agent

Assistance
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Health/Safety Information and Credit Info Critical

Included destination health & safety / risk information _ 85%
Automatically applied unused ticket credits [ 77%

Displayed contextual travel policy information _ 57%
Visually highlighted hotels that meet certain COVID-19 _ 539,
safety standards 0
Displayed supplier safety protocols | 520,
Escalated approvals dynamically by destination, trip _ 48%
purpose, or traveler type 0
Allowed to automatically block bookings to high-infection _ 38
countries °

Offered non-GDS accommodation options _ 20%

Other | | 9%

Q. Which of the following features would make you more comfortable about business travelers at your company

©2022 GBTA. AllTights reserved. 1 2 king their own bookings through a corporate online booking tool (OBT) in the current environment? (n=119)
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Trip Approval Process

Current approval process Factors That Determine Manual Approval Process

All trips require manual _ 379
approval ¢

Most trips require manual
approval - 9%

I Manual Approvals

e Trip purpose [ 42%

Some require manual; some
are automatic

Most trips are automatically
approved

I 5% Traveter type [N 2>
I 1

Other - 7%

Q. What best describes your company’s current trip approval process? (n=123)

All trips are automatically
approved

Q. You mentioned your company’s business travel policy requires manual approval for some
business trips, but not others. Thinking about the manual approval process, which of the

following factors does your company use to decide if trips need manual approval? (n=38)
© 2022 GBTA. All rights reserved.
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Changes to business travel policies due to Covid

* Has the pandemic changed business models to the point where
business travel is not perceived as being as important?

« What did corporate travel programs look like before the pandemic
and what do they look like now?

* Have travel booking policies changed due to the pandemic and if so,
how?

© 2022 GBTA. All rights reserved.
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Pre-Pandemic Bookings Made Outside Managed Channels

29% hotel bookings 12% airline bookings 17% of overall bookings

Q. Prior to the pandemic, approximately what percentage of your company's overall bookings were made outside of managed channels (i.e., TMC or OBT)? Please enter a number.

Your best estimate is fine. (n=121)
Q. Prior to the pandemic, approximately what percentage of your company’s airline bookings were made outside of managed channels (i.e., TMC or OBT)? Please enter a number.

Your best estimate is fine. (n=117)
Q. Prior to the pandemic, approximately what percentage of your company’s hotel bookings were made outside of managed channels (i.e., TMC or OBT)? Please enter a number.

Your best estimate is fine. (n=122)

© 2022 GBTA. All rights reserved.



Almost half of Business Travel is booked
outside of program!!

24% of 37% of
airline car
tickets rentals
More
than 50%

of hotels



Addressing leakage has become
more important than ever

*  46% a greater priority today
than it was before the
pandemic

* 50% an equal priority today as
it was before the pandemic

* 3% a lesser priority today as it
was before the pandemic
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Reasons for Leakage Vary

Travelers attend a meeting or conference and book

through hotel room blocks 79%

Travelers attend a meeting or conference at a venue that

is not available through the OBT or TMC 62%

Travelers find lower rates on consumer sites (e.g., 519%
cheaper flights or hotel rooms) 0
Travelers receive incentives to book on consumer sites 459
(e.g., bonus loyalty points) °
Travelers have loyalty status with a supplier and can’t
get upgrades or amenities through the OBT or TMC (e.g., _ 42%
hotel suite or free premium economy class)
Travelers are not familiar with travel policies _ 41%
© 2022 GBTA. All rights reserved. Q. Which of the following are common reasons why employees at your company book outside of managed booking channels (e.g., TMC/OBT)?

Please select top 5. (n=122)
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What Can Reduce Leakage?

Loyalty recognition 86% (12 1%
More product available 73% PXE 3%3%
Personalization 68% 2L L7 3% 5%

Stricter travel policies 68% 24% 6% 2%

Offering more booking options through the - 0
TMC/OBT 67% LI 6% 5%

Richer content tools 53% 33% 3% 1%

m Very effective/Effective  m Neither effective/neither ineffective  mIneffective/very ineffective = Don't know

© 2022 GBTA. All rights reserved.
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Travel Program Leakage

* How do business travelers want their company to communicate with
them?

* How do they feel about a range of different communication
methods, including infographics and on-demand videos?

* Are there gaps between how travel programs actually communicate
and how their business travelers want them to communicate?

© 2022 GBTA. All rights reserved.



Come back Safer.
Leaner.
Smarter.




Travel managers are clear on
their needs for OBTs

Included destination health &
safety/risk information

Automatically applied unused
ticket credits

Displayed contextual travel
policy information

Visually highlighted hotels that
meet certain COVID-19 safety...

Displayed supplier safety
protocols

Escalated approvals dynamically
by destination, trip purpose,...

Allowed company to
automatically block bookings...

Offered non-GDS
accommodation options




And travel managers know
what works

NDC enables recognition of
loyalty status

NDC enables travelers to
access more products

Stricter travel policies

Booking tools use Al to
personalize search results

Offering more booking
options through TMC/OBT

Richer content tools such as
ATPCO's Routehappy
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Innovations that are driving
the biggest interest

Personalization: Booking tools use
artificial intelligence to sort results _ 78%
based on traveler preferences
Sustainability: Visibility of
environmental impact of itinerary _ 73%
options

Trip budget: Company can set
maximum trip amounts and require
manual approval that exceed amount

7%

Conversational booking: An Al-
powered chatbot can suggest _ 61%
itineraries and make bookings

I -
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Come back safer.

Instill confidence in your stakeholders with a travel
program that puts your travelers' safety first and
supports your organization's duty of care
requirements.

Airline & hotel safety measures visually
highlighted within the booking flow

> Visually track your travellers current &
upcoming trips on a dashboard

Multi-tier approval workflows dynamically
assigned based on trip parameters




Come back leaner.

Empower your organization with an efficient travel
program that delivers heightened cost control
without sacrificing your travelers' preferences.

- | | Mitigate lost fares with unused ticket credits

surfaced within the booking flow
\- J

4 )
®  Enhanced spend control and visibility — Right

O 1o Travel, Approval Threshold
. J

Multi-source content engine for a greater
selection of booking choices




Come back smarter.

Lead the way in delivering an effective travel
program that drives adoption and responds to
today's rapidly changing environment.

-
8 Personalised Ul that gets to know your

travellers’ preferences. Loyalty!

-
VW Rich airline content delivers a frictionless
booking experience

.

Stay up to date with regulatory requirements
during the shopping process.

Sustainability — reduce and keep track of
your organisation’s carbon footprint




Thank you
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