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1. Introduction 

 
Note: This document is only intended as a guide.   
 
Implementation is the foundation to achieving success with Concur’s market-leading Employee 
Spend and Invoice Management solutions. Since Concur’s inception in 1993, we’ve deployed over 
15,000 clients globally and look forward to sharing our experience and best practices with you. 
 
This guide will provide an outline of what to expect when working through a Concur Implementation, 
including roles and responsibilities, project structure and timeframes, so you may plan appropriately 
and be ready to engage.  
 
If you are reading this guide as a new Concur client, congratulations! You are among thousands of 
companies who have already put their trust in Concur to help them automate the Invoice process. As 
the world’s leading provider of business services that automate this process, we will lead you through 
an implementation methodology that is proven to deliver a rapid return on your investment and a high 
level of satisfaction.  
 
If you are reading this guide to explore Concur Invoice, then you know that Concur encourages 
technical and project resource involvement early in the sales cycle, as we believe this involvement 
early on positions you and Concur for optimal implementation and rollout success. 
 
Our goal for every implementation is to deploy the service as quickly as possible so clients can 
realize a quick return on their investment. Through our proven implementation methodology and 
experience, Concur’s implementation team has helped thousands of organizations successfully 
deploy its solutions and maximize ROI.  
 

 
Concur Experience  

 
Through many years of automating clients Invoice processes Concur has developed and retained a 
highly experienced Invoice implementation team. Our team of consultants is there to guide each client 
through every step of the implementation process. Concurs’ worldwide implementation organization 
consists of more than 250 employees, located in over 10 countries, with an average implementation 
experience timeframe of 7 years per employee. 

 
WHAT WE WILL BRING: We pledge to you that we will bring our best individuals, the experience of 
15,000-plus implementations and best practices to the table.  We also bring all of our lessons learned 
and best practices packaged into our configuration and into our deployment toolkit and all of our 
training material.  With Concur you are starting from a well developed mature solution that represents 
all of our years of experience. 

 
WHAT YOU WILL BRING: Decision-making authority and resources to work with Concur to bring 
your Invoice solution to launch and rollout.  The decision-making process on the client side begins 
before the final contract is signed, and we invite and encourage your project and technical resources 
to participate during our sales cycle.  
 
Although the responsibilities and tasks contained in this guide reflects a rapid deployment 
methodology, Concur acknowledges that your organization ultimately holds the decision-making 
authority and “sets the pace” for your implementation.  
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2. What to Expect 

 
From the time your order is received, Concur’s Implementation Services team will work to ensure your 
success and satisfaction: 
 

• READINESS: Your first contact will be from a Readiness Consultant following receipt of your 
contract by Concur Client Services. This individual will send you an introductory letter as well as 
access to our data gathering materials to begin capturing your invoice expense types. Once these 
materials have been completed, your Readiness Consultant will schedule a call to confirm sales 
details, collect basic information to prepare our implementation team, and set expectations for the 
implementation process. At this time, you will be assigned the first set of activities to kick-off the 
project, which includes a full review of the online Deployment Toolkit that contains robust 
documentation, product simulations, training modules, and an overview of the implementation 
experience. Additionally, you will be assigned the activities to begin the requirements gathering 
process through the use of our document requirements gathering questionnaire. This 
questionnaire has been developed with client best practices in mind and is an effective tool for 
gathering your requirements as effectively and thoroughly as possible.  

 
 

• IMPLEMENTATION: Shortly following the kick-off call, an Implementation Services Manager 
will contact your Project Manager to ensure you have a contact person during your review and 
completion of the initial self-service activities. Your Implementation Services Manager will assign 
a project team while you complete the initial activities. Once you complete the initial activities, 
your Concur team will review your requirements and questions in preparation for the Strategy 
Session.   
 
The Strategy Session is a comprehensive project organization and planning session where we 
will discuss with both customer and Concur teams roles and responsibilities, project methodology, 
recommendations, etc for a successful project. This will also include a review of your team’s 
questions after going through the online content From the Strategy Session, the Concur team will 
work with your project team to review and finalize your requirements, develop the milestone 
project plan and then create the initial system configuration leading up to the system prototype 
demonstration.   
 
Once the configuration is finalized (this may take more than one demonstration), Concur will train 
your resources on the administrative tools and the integration files and then turn the system over 
to your team for testing.  Concur will schedule weekly status calls with your team once the 
configuration is finalized to assist your team with any issues during the testing phase. Once the 
testing phase is complete, Concur will assist your team through the training and deployment 
phase of the project, ultimately resulting in the release to your end users. 

 
Concur has leveraged our years of experience to develop a remote implementation process that 
allows customers to start their projects very quickly (through our self-service tool set)  and that 
does not require long meetings or on-site visits by Concur Implementation resources (this keeps 
your cost down). This same experience allows the Concur Implementation team to give clients 
the benefit of the Best Practices gathered from all of our clients which are reflected in the 
templates and processes you will use. 
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• TRAINING: Concur offers web-based training modules and documentation that provides 
customers a baseline understanding of our product and implementation process.  
 
As part of the standard implementation process, Concur supplies training materials to assist client 
project teams with end user training. Additionally, Concur will provide web based training on back 
office and administration tools to your project team, including knowledge transfer on the 
integration points of the application. Additional training materials will also be provided to assist 
client project teams with end user training. 
 
 

• ON-GOING SUPPORT: Once you have started to deploy the service, your administrators will 
have direct access to Concur’s Client Support team who will address technical issues, training 
questions and general inquiries. Requests for assistance can be submitted to Client Support 
directly through the Concur Client Central website, or by calling our representatives toll-free.   

 
 

• SURVEYS AND CLIENT FEEDBACK: Concur is driven by customer satisfaction and your 
feedback is important to us. Following the implementation process, you will receive a short survey 
to help us gauge our performance and identify further improvement opportunities. Once deployed, 
you should expect to receive a survey on a regular basis to gauge your on-going satisfaction with 
our services. 

 
 
 
 
3. What We Expect  

 
Clients ultimately set the pace of their implementation, specifically their ability to make key decisions 

regarding the configuration of your Invoice process. Our most successful, rapid implementations occur 
when clients are ready to start from day one, are appropriately resourced, actively participate throughout 
the implementation, assign proper decision-making authority to the project team, and meet mutually 
agreed upon commitments.  It’s equally important that your main project resources are engaged during 
the sales process and have a good understanding of your requirements before the contract is finalized – 
this will help ensure a rapid transition from sales cycle to implementation cycle. 
 
To further ensure a successful implementation, it is important that a single client project manager be 
identified to lead your project team and coordinate efforts with Concur.  
 
 

A. Concur Roles and Responsibilities 
 

Readiness Consultant 
• Concur will assign a Readiness Consultant who will be the first to contact the customer after 

Concur legal and accounting departments approve the signed contract.   
• This resource will, via telephone, confirm the sales details, collect some basic information to 

prepare Concur’s consulting team and set expectations for the implementation process.  At this 
time, you will be assigned a set of self-service activities which include a review of online content 
as well as delivery of the requirements gathering document. 

 
 
 



  

Concur Implementation Services Page 6 of 10 Revised May 2013 

 
Implementation Services Manager 
• First point of contact after the readiness call 
• First point of escalation for implementation project issues 
• Quality Assurance via project reviews with client contact as needed 

 
Project Manager 
• Concur project team leader 
• Invoice implementation Project Manager 
• Point of contact for all Concur related items 
• Develops and manages the milestone plan 
• Ensures overall success of the project 

 
Functional Consultant 
• Incorporate requirements into a design and system configuration 
• Conducts system demo based on requirements 
• Provides design expertise 
• System configuration and on-going project support 
• Provides functional knowledge transfer to the customer project team 

 
Technical Consultant 
• Provide technical expertise on integrations, feeds, loads, and extracts 
• Setup and scheduling of all interfaces and system jobs 
• Provides customer team support for troubleshooting of technical issues related to the interfaces 
• Provide technical expertise on the SSO toolkit (if included in the project) 

 
 

B. Customer Roles and Responsibilities 
 
This section provides details regarding the typical roles necessary within the client project team to 
successfully implement and deploy the service. Based on the size of your organization, complexity of 
your requirements, corporate decision-making culture, and distribution of Invoice responsibilities, 
these roles may change and project resources required may increase. 
 

 
Project Sponsor 

• Acts as the project advocate within the customer organization 
• Monitors the overall project status and progress  
• Serves as the final arbiter of key design and implementation decisions.   

 
 
Project Manager 

• Full-time position for most of the project  
• Manages the Concur implementation project from the contract signing through company 

rollout 
• Prior experience managing implementations is highly recommended 
• Must understand the proposed business processes, understand the integration requirements 

and understand technical concepts related to the implementation 
• Must possess a solid understanding of the Functional and Technical aspects of the project 
• Responsible for planning and executing the deployment of the Concur solution 
• Supervises project team members 
• Maintains project implementation plan/schedule 
• Acquires additional project resources as necessary 
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• Ability to manage to a timeline, meeting project delivery dates 
• Understands testing methodologies 
• Develops regular project status reports 

 
 
Functional Lead 

• Full-time position for most of the project 
• Prior experience with enterprise deployments in a lead role is highly recommended 
• In depth understanding of current Invoice requirements including Account Payable, Payroll, 

Human Resources, Vendor Management and General Ledger 
• Manage other functional resources in a cross-organizational rollout through requirements 

gathering and testing  
• Proactively works with resources from each business unit to consolidate requirements into 

the  fewest number of Concur configurations 
• Able to make organizational design decisions 
• Excellent self-starter with the ability to work with the team to get results in a timely manner 
• Able to manage the collection of project action items from various resources and delegate 
 tasks to other team members as necessary 
• Basic understanding of hosted software and comfortable navigating through new applications 
• Willing to design and execute test plans to perform system testing 
• Able to dedicate substantial amount of time to gathering requirements, assisting with system 
 design, testing, troubleshooting, etc. throughout the project 

 
 

Technical Lead 
• Responsible for planning and overseeing all technical aspects of the project 
• Coordinates all technical resources and issues 
• Possess an understanding of Accounts Payable, Payroll, Human Resources, Vendor 

Management and the General Ledger  
• Leads the effort for the FTP / PGP setup and SSO (if applicable) 
• Leads the effort for the development and testing of the Inbound and Outbound interfaces 
• Considered to be a full-time position through most of the project although there will be some 

“down-time” between the setup of the file transfer process and SSO and the development of 
the Interfaces, i.e. Approved Vendor Import, List Import and PRAE bridge program  

• Acts as the “single point of contact” between the customer and Concur for technical and 
architectural issues 

  
 
Testing Team 

• Composed of all core project team members as well as “power users” representing the 
customer’s user community 

• Responsible for developing a test plan and test scenarios to be executed during the Unit, 
User Acceptance, and Systems testing cycles 

• Responsible for executing the Test Plan and associated test scripts during the testing cycles 
 
 
Trainer / Change Management Lead 

• Responsible for training of users, technical staff, and any other users that need to be trained 
as part of the deployment of Concur Invoice 

• Typically assumes Change Management responsibilities, including communications planning 
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4. Implementation Phases and Timeline 

 
Your Concur Project Manager will guide you through our proven methodology which focuses on best 
practices for rapid deployment, with an end-goal of delivering the benefits of our service to your company 
in the shortest possible timeframe with a design that will gain immediate acceptance by your end-users. 
 
Based on the information provided during the kick-off call, requirements gathering process and the initial 
implementation calls, we will determine how best to initially configure your service as a starting point for 
review, testing and validation.  
 
What follows is an overview of major activities for a typical project. The scope of a typical project is limited 
to what is listed in the Implementation Description Guide.  
 
It is important to note that below are some of the more common  items that may contribute to an 
extension of your actual project timeline (based on Concur’s extensive experience): 
 
• Additional integrations such as PO Matching, eInvoice Import 
• Additional services and configuration such as Intelligent Capture 
• Complex workflow configurations such as Cost Object Approval 
• Complexity of client backend systems 
• Single Sign On (SSO) - this is not part of the standard scope and requires an additional cost 

Development work is also required by the client to enable SSO.  Additional testing activities are also 
required to validate the solution 

• Limited availability of project team resources due to vacations, month/quarter/year end activities, etc 
 
 

PHASE MAJOR ACTIVITIES 

 
Getting Started 

 

 
• Schedule and complete kick-off call (Concur). 
• Establish project team (Client). 
• Project team review of prep materials which includes implementation 

documents, web-based training and initial deliverables (Client). 
• Completion of initial deliverables (Client). 

 
Requirements & 

Analysis 
 

 

 
• Complete questionnaires and set-up forms (Client and Concur). 
• Establish project plan/milestones (Client and Concur). 
• Technical readiness call (Client and Concur). 

 
Configuration and 

Validation 
 

 
• Finalize set-up of file interchange process (Client and Concur).  
• Conduct Site Walkthroughs to verify the Initial Configuration and Design 

(Client and Concur) 
• Back office administrator and Configuration training (Client and Concur). 
• Conduct configuration validation and testing (Client). 
• Production site build (Concur) 
• Complete data imports – lists, employee profiles, approved vendor, payment 

confirmation and vendor import (Client). 
• Complete financial extract interface development (Client). 
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Deployment 

 
 

 
• End user Go Live. 
• Introduction of Concur Client Support (Concur). 
• Deployment (Client). 

 

 
Transition 

 
• Complete transition to Concur Client Support (Client and Concur) 
• Complete Implementation Survey 

 
 
 
Below is a pictorial view of the typical project structure, and the major activities of each milestone 
including the overlay of the three Concur teams involved. 
 
 

 
 
 
 
We look forward to working with you. 
 
 


