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Finding the right balance 
 
The latest instalment of the modern business traveller research series finds today’s business travellers want the 
flexibility to manage their travel experience. Some travel managers understand that giving travellers a greater 
choice of content and booking channels can benefit their programme but many have concerns about losing 
control. Drawing on global research among corporate travel managers ACTE, in collaboration with American 
Express Global Business Travel, concludes with four ideas to help travel managers find the right balance for 
travellers - and programmes. 
 
Spotlight on the modern business traveller 
The research carried out for Finding the right balance confirms that the modern business traveller is now an 
established phenomenon. Eager to integrate their working and personal lives, these travellers are ready to explore 
the wide range of travel options available today to build their own experience. In the last six months, travel 
managers saw growing traveller interest in the following areas: 
 

• Quality of life: 37 per cent of travel managers saw an increase in traveller concerns about work-life 
balance (versus 31 per cent in both August 2017 and March 2017). 36 per cent reported a rise in enquiries 
about adding leisure to a business trip. 

 
• Willingness to try out non-traditional accommodation: 22 per cent of travel managers observed growing 

interest in the ability to share a serviced apartment or Airbnb lodging with colleagues. More than one in 
ten (13%) saw an increase in traveller enquiries about staying with family or friends while travelling (and 
receiving compensation from the organisation). 

 
• Focus on value-for-money air travel: 38 per cent of travel managers reported increased usage of 

premium economy air fares. 24 per cent said more of their travellers were buying basic economy seats. 
Overall, travel managers reported a small net decline in the use of business class. 

 
Modern business travellers are enthusiastic users of technology tools: 61 per cent of travel managers reported 
growing traveller requests for improved travel technology tools. 
 
Choice versus control 
Many travel managers recognise that their travellers would benefit from a wider choice of content and booking 
options. 38 per cent believe their programme suffers because travellers do not have sufficient access to non-GDS 
content. One in five (20%) think giving travellers access to multiple booking channels would positively impact their 
programme. 
 
However, for the majority of travel managers, enabling a retail-like experience may seem a daunting prospect. 47 
per cent believe allowing travellers to book through multiple channels would have a negative impact on their 
programme. Many have concerns that direct marketing to travellers from hotel groups (56%) and airlines will 
weaken compliance.  
 
On loyalty programmes, sentiment is quite finely balanced. Overall, 32 percent of travel managers think this 
practice supports the programme, while 27% believe they have a negative impact. 



Recommendations: 4 ways to find a better balance 
 
The research for Finding the right balance suggests many travel managers may struggle to reconcile the apparently 
competing demands of flexibility and compliance. Working with their travellers, the TMC and travel providers, 
travel managers can find a balance that allows them to deliver choice without compromising their programme. 
 

• Give travellers the tech to manage their travel: technology is a key enabler of the travel experience. Most 
(75%) organisations already give their travellers apps for booking and trip information – but it’s clear from 
the data that travellers want better technology. Tellingly, just 36 per cent of organisations plan to upgrade 
their traveller tech in the next 1 – 2 years.  

 
• Work with partners to make more choices available: TMCs can help organisations improve their 

relationships with travel providers, helping them expand the range of content on their programme and 
agree to protocols for direct messaging to travellers. Travel managers should expect their TMC to provide 
a good user experience, combined with the technology to enable the compliance and visibility of a 
corporate booking environment.  

 
• Educate travellers about their options: more travel options appear all the time so it’s important to talk to 

travellers about which options are actually available through the programme. Reassure travellers that 
they can still receive loyalty points when they do the right thing and book within policy. 

 
• Learn from industry peers: travel managers in “younger” organisations (organisations where the average 

traveller is aged 40 or under) seem to find the right balance between choice and control. These travel 
managers are more likely than their peers in “older” organisations (where the average traveller is aged 40 
or older) to provide travellers with the technology tools and policy support they need to build flexible 
travel experiences. Their insights could help you find the right balance for your programme. 

 
 
Focus on Duty of Care 
 
For the last year, the modern business traveller series has tracked traveller concerns about personal safety. 
In the latest survey, 46 per cent of travel managers saw increased traveller enquiries about personal safety 
when travelling. Looking historically, the rate of increase appears to be slowing: in October 2017, 51 per 
cent of travel managers reported increased enquiries about safety, and 56 per cent in March 2017. 
 
40 per cent of organisations have introduced improved traveller safety training in the last 6 months, 
indicating that travel managers appear to be in step with traveller concerns here. 
 

 
About this research 
 
ACTE, in collaboration with American Express Global Business Travel, launched the modern business traveller 
research series in October 2016 to investigate the needs and behaviours of today’s business travelers, and explore 
how travel managers can respond proactively. 
 
200 travel managers based in North America (54%), EMEA (30%) and the Asia-Pacific region (11%) participated in 
the survey for Finding the right balance.  The survey ran between 13 – 30 March 2018. 
 
You can find previous modern business traveller white papers and infographics here: www.acte.org.  
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