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Travel and TMC Integration
NOTE: Multiple SAP Concur product versions and UI themes are available, so this content might contain images or procedures that do not precisely match your implementation. For example, when SAP Fiori UI themes are implemented, home page navigation is consolidated under the SAP Concur Home menu.
Section 1:  Audience

This guide includes information that Travel Management Companies (TMCs) and travel agents will need in order to support integration of Concur Travel with Concur Request. The audiences of this guide include the travel agents at the Travel Management Company.

Section 2:  Permissions

A company administrator may or may not have the correct permissions to use this feature. The administrator may have limited permissions, for example, they can affect only certain groups and/or use only certain options (view but not create or edit). 

If a company administrator needs to use this feature and does not have the proper permissions, they should contact the company's SAP Concur administrator.

Also, the administrator should be aware that some of the tasks described in this guide can be completed only by SAP. In this case, the client must initiate a service request with SAP Concur support. 
Section 3:  Overview of the Request Feature

Refer to the Concur Request: Overview Guide for general information about Concur Request, such as what the user sees, what the approver sees, workflow, settings, configuration basics, etc.

Section 4:  Request Configurations

Not all Concur Request features are available for all Concur Request implementations. TMC integration is available when Concur Request is integrated with Concur Travel.

NOTE: Do not confuse TMC integrations for Travel & Request integration and agency proposals integration into a Request. For more information about the agency proposals integration, please refer to the Concur Request: Agency Proposals Setup Guide.
	Implementation
	Is this feature available?

	Stand-alone
	No

	Integrated with Concur Expense (but not Concur Travel)
	No

	Integrated with Concur Travel (but not Concur Expense)
	Yes, Optional

	Integrated with Concur Expense and Concur Travel

NOTE: This configuration uses the Concur Expense and Concur Request workflows, not the Concur Travel approval workflows. 
	Yes, Optional


Section 5:  Overview of Travel and TMC Integration
Concur Request can include Concur Travel integration at various points in the Request lifecycle. There are different integration process flows available between Concur Request and Concur Travel:

· Integrated Travel-to-Request Book then Approve: The user starts by booking their trip in Concur Travel, the system then puts reservations on hold that require ticketing where possible (non-direct ticketing GDS air, SNCF French rail reservations), and the reserved travel segments populate the Segments area of an automatically created Request. 

There are two setup options for the creation of a Request based on a Travel booking: 

· Always create Request (for every booking)

· Create Request based on rules (only for bookings that require approval per travel policy setup)

Depending on the setup, a user may add additional segments for offline agency-booking prior to Request submittal that will generate a notification email to the travel agency. The final Request approval triggers the finishing process in Concur Travel and the GDS PNR is placed on the agency’s ticketing queue for issuance and payment processing.

A Request approver may deny approval and send the Request back to the user. The user can then either modify segments and resubmit the Request or cancel the Request, which will auto-cancel all cancellable travel segments.

Note that some parts of a travel itinerary (e.g. many direct connect reservations) may at this point already be ticketed and payment processed; that use cases exist where a cancellation is not possible (e.g. reservations of direct connect providers that don’t support cancellation via their API).   

This process flow may be used in conjunction with the Offline PNR Accepted in Request feature. 

· More information on the approval or cancelation of a Request with Travel segments is available in the Travel & Request Booking Processes Comparison Matrix section of this guide.
· Integrated Request-to-Travel Approve then Book: User starts with Concur Request and manually adds all segments to a Request and submits. After Request is fully approved, the Request moves to a “Pending Booking” status and the traveler is directed into Concur Travel to complete the booking process.
Concur Request can, in addition, include TMC integration at various points in the Request lifecycle. Depending on configuration, the TMC may:
· Create multiple possible itineraries based on a submitted Request (using the Agency Proposal feature).

· For more information, refer to the Concur Request: Agency Proposals Setup Guide.

· Create the itinerary, which is then imported into Concur Request (using the Retrieve Offline PNR feature). Upon completion of the Request workflow, including final approval, the PNR is put in the TMC ticketing queue.
· Create and ticket the itinerary based on an approved Request.
· Ticket an already confirmed PNR booked in Concur Travel and approved through Concur Request workflow.

NOTE: Retrieve Offline PNR and Agency Proposals do not integrate with Egencia.

Important Concur Request Documentation

Concur Request is highly configurable and includes many optional features. These features and process flows are detailed in the following guides. TMCs should become familiar with these guides to understand the possible configurations of Concur Request. 

	Feature
	Guide

	Concur Request process flows, end user experience
	Concur Request: Overview Guide

	Travel Agency configuration 
	Concur Request: Travel Agency Offices Setup Guide 

	Agency Proposals 
	Concur Request: Agency Proposals Setup Guide

	Retrieve Offline PNR
	Concur Request: Travel Agency Offices Setup Guide

	Booking Switch
	Concur Request: Booking Switch Setup Guide

	TMC email notifications
	Concur Request: Workflow - General Information Setup Guide, Concur Request: Policies and Groups Setup Guide, Concur Request: Printed Reports Setup Guide. 
NOTE: The email notification can include itinerary details for clients that are integrated with Concur Travel, if the itinerary includes a policy violation. The details are added to the printed report template by the Concur Request Configuration Administrator.

· For more information, refer to the Concur Request: Printed Reports Setup Guide.

	Rail Locations configuration
	Concur Request: Policies and Groups Setup Guide


Concur Travel Documentation

Documentation for Concur Travel is available in the below locations. The Travel Product Guides and Travel Service Guides (TSG) will help you complete many Concur Travel & Concur Request integration configurations such as: correct formatting for passive segments by vendor, policy violation & LLF (Lowest Logical Fare) configuration, and other Concur Travel features.

Concur Travel Product Guides:

http://www.concurtraining.com/customers/tech_pubs/TravelDocs/available.htm
Concur Travel Service Guides:

http://www.concurtraining.com/customers/tech_pubs/TravelDocs/TSGs/_TSGs_client.htm
Concur Request & Concur Travel Integration Process Flows
Clients who have Concur Request integrated with Concur Travel have the option of using one of these two process flows:

1. Approve then Book (Request to Travel): The user starts their process by creating a Request. Once the Request is approved, the user sees a link to book their travel segments in Concur Travel, or the Request information is sent to a travel agent to book. This process is configured using Workflow, Policies, and optionally Forms and Fields.

· For more information, refer to the Concur Request Integrated with Concur Travel Configuration section of this guide.

2. Book then Approve (Travel to Request): The user starts their process by booking a trip in Concur Travel. Depending on configuration, the system creates a Request for the trip. Once the Request is approved, the reservation is running automatically through the finishing process in the background. For reservations with a GDS (global distribution system) flight segment, this means that the flight is only released for ticketing and payment processing after approval. This process is configured in Concur Travel.
In the process flows, note the following:

· Online refers to booking within Concur Travel (self-booked). 
· Offline refers to booking outside of Concur Travel (agency-booked). 

NOTE: The travel agency configuration specifies one or more email addresses for the email notifications for each Concur Request group. TMCs should configure email addresses that will be monitored for the notifications. 
For more information about Approve then Book and Book then Approve process flows, refer to the Concur Request: Overview Guide.
What the User Sees – Approve then Book Process

If the company has enabled the Approve then Book process flow in Workflow, the Request will have the Approved – Pending Booking workflow step after the approval steps. Once the Request is in this status, the user sees the Book link in the Action column on the Manage Requests page.
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Or the Book Travel button on the request page.
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The user clicks Book/Book Travel and is taken to the Travel Request Itinerary page. 

NOTE: The user must click Book/Book Travel to book the segments specified in the itinerary. If the users navigate to the Travel tab to book the trip, it will not be connected to the Request. The system can be configured to prevent the users from viewing the Travel tab, preventing this issue. Users should only be configured this way if they do not need access to the Travel tab for any other reason, such as to use the Concur Travel multipax or guest traveler features. For more information, refer to the Concur Request Integrated with Concur Travel Configuration section in this guide. 

NOTE: The Booking Switch does not apply on the booking step, and the whole trip must be booked in Concur Travel when the Request is approved. 

A small box summarizes the Request main information on the left side. The itinerary segment information is listed on the page. If the user has no required fields to complete, they click Proceed to booking.

NOTE: It is recommended to train users on the importance of finishing every trip booking in Concur Travel all the way through the workflow. If the user books a trip from the approved Request but does not finish the booking, the trip will end up in an “unfinished” state, and the user will receive emails informing them to finish the trip to avoid auto-cancellation. 

When finishing an unfinished trip, the link between the Request and the booking is lost and a new Request is created.
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If the user does have required fields to fill in, the fields will be highlighted on the Travel Request Itinerary page:
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The user completes the fields and clicks Proceed to Booking. The Concur Travel search results page appears. 
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The user is taken through the booking process, picking up the services initially defined in the Request, one after the other. 

NOTE: The Approve then Book process does not support user selection of a higher cabin class than Economy in a Flex Faring context. Users who book from the approved request will only be able to book the lowest service class (Economy).  

Once done, the user confirms their whole booking, which is marked as Approved.

NOTE: Users that do not have access to the Travel tab can still complete the travel wizard if they access it from the Request Book/Book Travel link/button.

At this stage, the itinerary updates the Request and automatically completes the Approved – Pending Booking step. The Request moves to the next workflow step, if any. 

When using the Approve then Book process flow in Workflow, sometimes an itinerary being requested cannot be booked in Concur Travel, either because the itinerary is outside of Concur Travel functionality (for example, the itinerary contains more than six segments) or the Request was created with dates in the past. If the itinerary cannot be booked in Concur Travel, a system message like the following will be generated:
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For more information about how to handle this scenario, refer to the Concur Request Integrated with Concur Travel Configuration > Handling Requests That Can’t be Booked in Travel section in this guide.

Trip Booked Online in Travel and Sent to Request (Book then Approve Process Flow)
3. The user enters their trip search criteria in the Concur Travel wizard and clicks Search.

4. The Booking Switch configuration determines the next steps.

· Booking Switch is not enabled: The user will see the Concur Travel search results page corresponding to the search criteria. The user will be able to select and book an option and add further Concur Travel segments to their trip. 

In the background, the SAP Concur solutions will book the segments in the third-party reservation system(s) (GDS and/or Direct Connect); If the trip contains a GDS segment or a passive segment is to be created for a Direct Connect reservation (depending on setup), the SAP Concur solutions will create a PNR in the GDS, adding one or multiple active/passive segments based on the user selection.

· Booking Switch is enabled: Concur Travel sends a booking switch request to Concur Request which may return:

· Self-booked = Yes if the trip must be booked online. The user will continue the booking workflow in Concur Travel, just like when the Booking Switch is not enabled. 
· Self-booked = No if the trip must be booked offline. The response includes the Request ID that is created to host the Request. The user is redirected to a new Request, pre-filled with the itinerary data, based on the user's trip search criteria. This Request continues the process documented in the Request Booked Offline in by the TMC (No Offline PNR Retrieval) or the Request Booked Offline by the TMC (With Offline PNR Retrieval) section later in this guide.

5. After the user completes the trip confirmation, Concur Travel evaluates whether a Request is required, based on the following setup options: 

· Always Create Request 
· Create Request based on Travel rules
6. If a Request is created, based on this evaluation, Concur Travel automatically populates the itinerary. GDS flight and rail segments for vendors that support “on hold” status are booked on hold. The PNR is put on the TMC's “Approval Hold” queue, and the trip is transitioned to Pending Request Approval status.
7. The Request goes through the approval workflow.

8. If the workflow is completed successfully, Concur Request sends an approval request to Concur Travel, which puts the PNR in the TMC's ticketing queue.

9. For GDS flight bookings, the agent issues the tickets, and payment processing is triggered.

NOTE: If Post Approval Trip Update is supported and activated: Travelers can make changes to their travel plans after the Request has been approved by recalling an approved Request, changing, adding, or cancelling segments on the related Concur Travel itinerary, and then resubmitting the Request. 

Trip updates may have limitations, please refer to the Concur Request & Travel Integrations, Benefits & Considerations guide for more information.
NOTE: If Post ticketing flight change is supported: Users will be able to change their flight tickets. 

NOTE: If Post Approval Trip Update is not activated: Once the Request is completely approved, it will no longer be updated, even if the actual itinerary varies from the Request. 

10. If the Request is cancelled by the user, Concur Request sends a cancellation call to Concur Travel. Based on the Concur Travel auto-cancel logic, Concur Travel will immediately try to cancel the trip.
· If trip cancellation is possible due to cancel conditions and other factors, the trip will be cancelled, and the segments removed from the Request.

· If trip cancellation is not possible (due to factors like ticketing status, cancel conditions, or lack of auto-cancel support in case of a punch-out integration with the vendor) the trip will not be automatically cancelled, and the segments will not be removed from the Request. 

The user will need to use another way to cancel the trip, depending on the conditions. This may include manually cancelling the trip from Concur Travel, contacting the vendor directly, or contacting the travel agency.

· Additionally, if the Request cancellation takes place after approval, and if the cancellation fails in Concur Travel, and if the Agency Post-Approval Cancellation Notification is activated: An email notification will be sent to the TMC.
Request Created and User Sent to Travel for Online Booking Before Approval Using Booking Switch (Book then Approve Process Flow)

11. The user creates a Request from the Request menu. 

12. The user completes their Request, detailing the itinerary via manual segments.

13. The user submits the Request. 

14. The Booking Switch feature determines that the user must book the segments in Concur Travel before approval. 

· For more information, refer to the Concur Request: Booking Switch Setup Guide. 

15. The user is shown a dialog that directs them to Concur Travel in order to book the actual itinerary. They click OK, and see the Concur Travel search parameter, which is populated with data from the Request. 
NOTE: Sometimes an itinerary being requested cannot be booked in Concur Travel, either because the itinerary type is not supported in Concur Travel (for example, it contains more than six air segments), or the Request was created with dates in the past. 

For information about how to handle this scenario, refer to the Integrated with Travel Configuration > Handling Requests That Can’t be Booked in Travel section in the Concur Request: Workflow – General Information Setup Guide.
16. After the booking is complete, Concur Travel updates the Request with the actual segment data. 
17. The user sends the Request through the approval workflow.
18. If the Request is cancelled by the user, Concur Request sends a cancellation call to Concur Travel. Based on the Concur Travel auto-cancel logic, Concur Travel will immediately try to cancel the trip. 
· If trip cancellation is possible due to cancel conditions and other factors, the trip will be cancelled, and the segments removed from the Request.

· If trip cancellation is not possible (due to factors like ticketing status, cancel conditions, or lack of auto-cancel support in case of a punch-out integration with the vendor) the trip will not be automatically cancelled, and the segments will not be removed from the Request. 

The user will need to use another way to cancel the trip, depending on the conditions. This may include manually cancelling the trip from Concur Travel, contacting the vendor directly, or contacting the travel agency.

· Additionally, if the Request cancellation takes place after approval, and if the cancellation fails in Concur Travel, and if the Agency Post-Approval Cancellation Notification is activated: An email notification will be sent to the TMC.
Request Created and Sent to Travel after Approval for Online Booking (Approve then Book Process Flow) 

19. The user creates a Request from the Request menu. 

20. The user completes their Request, detailing the itinerary via manual segments.

21. The Request goes through the approval workflow.

22. After final approval, the Request enters the Approved - Pending Booking workflow step. 

23. The user is directed to Concur Travel to book the actual itinerary.

NOTE: Some companies may optionally remove the user’s access to the Travel tab, which forces the user to click the Book/Book Travel link/button from the Request to book their trip. For more information, refer to the Concur Request: Workflow – General Information Setup Guide. 

NOTE: When using the Approve then Book process flow, sometimes an itinerary being requested cannot be booked in Concur Travel, either because the itinerary type is not supported in Concur Travel (for example, it contains more than six air segments), or the Request was created with dates in the past.

For information about how to handle this scenario, refer to the Integrated with Travel Configuration > Handling Requests That Can’t be Booked in Travel section in the Concur Request: Workflow – General Information Setup Guide.

24. After the booking is complete, Concur Travel sends the trip to the TMC ticketing queue.

25. The agent issues the tickets (if ticketable, reservations are part of the trip). 

NOTE: For clients using this process flow, the administrator can configure Concur Request to allow Request amount updates from Concur Travel after the Request has reached the Approved – Pending Booking workflow step. For more information, refer to the Concur Request: Site Settings Setup Guide.  

26. If the Request is cancelled by the user, Concur Request sends a cancellation call to Concur Travel. Based on the Concur Travel auto-cancel logic, Concur Travel will immediately try to cancel the trip.
· If trip cancellation is possible due to cancel conditions and other factors, the trip will be cancelled, and the segments removed from the Request.

· If trip cancellation is not possible (due to factors like ticketing status, cancel conditions, or lack of auto-cancel support in case of a punch-out integration with the vendor) the trip will not be automatically cancelled, and the segments will not be removed from the Request. 

The user will need to use another way to cancel the trip, depending on the conditions. This may include manually cancelling the trip from Concur Travel, contacting the vendor directly, or contacting the travel agency.

· Additionally, if the Request cancellation takes place after approval, and if the cancellation fails in Concur Travel, and if the Agency Post-Approval Cancellation Notification is activated: An email notification will be sent to the TMC.
Request Booked Offline (No Offline PNR Retrieval)

27. The Request is created- either coming from the booking switch, as documented in the previous section, or from a user creating a Request from the Request menu. 

28. The user completes their Request, detailing the itinerary via manual segments, and then submits the Request.

29. (Optional Configuration) An email can be sent to the Agency for them to pre-book an option (if at least one segment requires agency action).

30. (Optional Configuration) the Travel Agent can log into Concur Request and update the Request with the trip details.

31. The Request goes through the approval workflow.

32. On the last approval, an email notification is sent to the agency (if at least one segment requires agency action) for them to finish booking the trip, issue the tickets, and process payment, as required.

NOTE: If the Request only contains self-booked segments, the agency is not notified.

NOTE: Once the Request is completely approved, it will no longer be updated, even if the actual itinerary varies from the initial Request. The offline booking cannot be linked back into the approved Request.
33. (Optional Configuration) When the Request is cancelled (before or after approval), an email notification is sent to the TMC.

Request Booked Offline (With Offline PNR Retrieval)

For information on configuring this workflow, refer to the Concur Request: Workflow – General Information Setup Guide. 

34. The Request is created - either coming from the booking switch, as documented in the previous section, or from a user creating a Request from the Request menu.

35. The user submits the Request. 

36. An email notification containing the Request ID is sent to the TMC.

37. The TMC creates a PNR, adding the Request ID, user login ID, company ID, and (optionally) the Concur Travel configuration ID, and pushes it to the Offline Approval Queue.

38. During the import process of the PNR into SAP Concur, SAP Concur validates the PNR by comparing the Request ID, company ID, configuration ID and user login ID specified in the PNR to the Request, company and user IDs in SAP Concur.
If everything matches, the PNR is imported into Concur Travel, creating an itinerary in the trip library. In Concur Request, the itinerary automatically updates the Request of the user with the matching Request ID (now considered as self-booked” segments), and automatically advances to the next workflow step.

If either the company or the user do not match with the Request ID, the PNR is considered invalid and sent to the Offline Approval Error Queue, if configured. In this scenario, the PNR is not imported and no itinerary is created in Concur Travel.

NOTE: Error analysis is not provided when removing a PNR from the Offline Approval Queue.

39. The Request goes through the approval workflow.

40. If the workflow is completed successfully, Concur Request notifies Concur Travel, which places the PNR in the TMC ticketing queue.

NOTE: Concur Request does not send an email notification to the TMC post-approval, as the notification is handled by Concur Travel.
41. The travel agent issues the tickets.

NOTE: Once the Request is completely approved, it will no longer be updated, even if the actual itinerary varies from the initial Request. 

42. If the Request is cancelled by the user, Concur Request sends a cancellation call to Concur Travel. Based on the Concur Travel auto-cancel logic, Concur Travel will immediately try to cancel the trip.
· If trip cancellation is possible due to cancel conditions and other factors, the trip will be cancelled, and the segments removed from the Request.

· If trip cancellation is not possible (due to factors like ticketing status, cancel conditions, or lack of auto-cancel support in case of a punch-out integration with the vendor) the trip will not be automatically cancelled, and the segments will not be removed from the Request. 

The user will need to use another way to cancel the trip, depending on the conditions. This may include manually cancelling the trip from Concur Travel, contacting the vendor directly, or contacting the travel agency.

· Additionally, if the Request cancellation takes place after approval, and if the cancellation fails in Concur Travel, and if the Agency Post-Approval Cancellation Notification is activated: An email notification will be sent to the TMC.
Request Booked Offline (With Agency Proposal)

43. The Request is created - either coming from the booking switch, as documented in the previous section, or from a user creating a Request from the Request menu.
44. The user submits the request in the workflow (the first step has to be TMC Agent).

45. Then one of the following occurs:

· Concur Request sends the trip information to the TMC.
– or –  

· The TMC pulls the request details (Concur Platform generic feature).
– or –  

· The TMC is notified with Concur Request public events (Concur Event Notification Service).
46. The TMC creates 1-3 possible itinerary proposals (maybe creating PNRs, maybe not). 

47. The TMC sends the proposals to Concur Request.

48. The Request is automatically sent back to the user for selection of available proposal(s). 

Concur Request presents the available proposals to the user via a comparison dialog.

49. The user selects one proposal. The Request is automatically updated with the selected proposal's data (any previously created offline managed by agency segment will be deleted from the Request and replaced by the proposal's data).
50. The Request goes through the approval workflow until the Request is completely approved.

51. Concur Request sends an approval notification to the TMC or the TMC checks on the proposal status using web services (Concur Platform generic feature).

52. The TMC issues the ticket (as required).
NOTE: Once the Request is completely approved, it will no longer be updated, even if the actual itinerary varies from the initial Request. 

53. If a Request is cancelled, the TMC pulls the list of the canceled Request. The TMC agent will cancel the corresponding tickets. A Request can be canceled before or after approval.
Additional Travel-Related Segments 

The TMC may book additional travel-related items for a user, such as visas, travel insurance, or sea travel. These are generally handled as additional segment types in Concur Request. Updating these segments is not supported by the Offline PNR/Agency Proposal features, which currently only support Air, Rail, Car Rental, and Hotel. These segments may be included in the email to the agency to book, however when the agency completes the Offline PNR/Agency Proposal process, the segments will not be updated in Concur Request. 
The segments are configured in the Concur Request policy. 

For more information, refer to the Concur Request: Policies and Groups Setup Guide. 

Section 6:  Concur Travel & Concur Request Booking Process Considerations
Travel & Request booking process comparison matrix

Depending of the integration in place between Concur Travel and Concur Request, some features may be supported or not, or have different behavior. The section below contains a matrix that clarifies what functionalities are or are not supported by every Travel & Request integration process flow.

	FEATURE
	BOOK THEN APPROVE – TRAVEL TO REQUEST
	APPROVE THEN BOOK – REQUEST TO TRAVEL

	Instant Purchase/Instant Ticketing

· Definition: Instant ticketing / instant purchase supplier (mainly low cost carrier and some rail vendors) process payment and issue the ticket at the time of booking. This applies e.g. to the majority of carriers available through travelfusion
	Instant ticketing/instant purchase suppliers typically do not support an “on hold” status for their bookings, pre-approval prior to purchase cannot be supported.

The reservations are already purchased and non-cancellable, any approval given or denied as part of the Request workflow will not impact the status of these reservations (tickets already issued and paid).

Such vendors typically also do not support a cancellation process, so in case the Request approver will deny approval, the auto-cancel routine of Concur will not pick them up and a user will in most cases also have no means to cancel them through Concur manually. 

Because the finishing process to add remarks with custom trip field values, approval related data etc. to a (passive) PNR created for such bookings runs only after approval, such data will be missing on any GDS PNR containing an instant purchase segment that was not approved by the Request approver; the traveler will receive “orphaned” trip warning emails from SAP Concur, but will not be able to cancel the trip or finish (without requesting approval again for an unchanged trip). 

Concur offers configuration options for customers enabling instant purchase suppliers on their Travel configurations to use the Request integration based on policy rules and exempt instant purchase suppliers from approval.
	Approval is based on trip plan without actual bookings, so instant purchase/instant ticket suppliers can be booked later on.

In addition, this process supports Instant Purchase/Instant ticketing suppliers (air, rail, hotel, etc.) where pre-approval is required before purchase.

Note: While the general business restrictions related to instant purchase and ticketing, lack of “on hold” offering and cancelation are still true, the booking happens only after the Request was approved and so it does not depend on approval for finishing processes. 

	Punch out providers

· Definition: Vendors whose inventory is not displayed within Concur Travel, but for whom the SAP Concur user is redirected to the vendor website 
	Book then approve is supported for the following punch out providers: Deutsche Bahn

Note: Some stations (such as bus, tram and metro stations) which might be available on the website of Deutsche Bahn, but those stations cannot be booked/ticketed and cannot be supported in the Concur Travel & Concur Request integration. This will result in the lack of creation of the corresponding segments into the Request. In this link you can find the supported stations in Deutsche Bahn. 
	All punch-out vendors are not supported by the “Approve Then Book” process: Via Rail, Evolvi, Deutsche Bahn (BIBE), AirBnB.

	Short Notice Bookings
	The approval deadline for travel on short notice (same day or next day travel) is very short and auto-cancellation of such bookings likely as the approval and ticketing process naturally require some time. 

Concur strongly recommends setting up travel policy rules to stop users from booking travel on short notice and instead refer the user to the travel agency for offline booking.
	Booking will only be possible once the Request will be approved. The shorter between the Request creation with the planned departure time, the faster the approval should happen.

Note: All standard air, rail, car and hotel Request segments must be booked in Concur Travel. If the Request content cannot be self-booked in Concur Travel (such as a Request that has dates in the past or a flight that has more than six legs), a Request administrator must help to advance the Request in the workflow to the final “Approved” status.

For more information on the possible workaround available, please refer to the Request workflow technical guide.

	Approval Time Limit
	Requests with Air/Rail segments must be approved before the approval deadline is reached.

Concur Travel will auto-cancel a trip if the Ticketing Time limit deadline is reached and the Request has not yet been approved by all approvers, and the “Allow Auto Cancel of trips that require approval” site setting is activated within Travel. 

Note: 

· The auto-cancelation of a trip in Travel will not cancel the associated Request

· Any instant-purchase segments will not be cancelled.
·  Preventing auto-cancellation in Concur Travel can be possible under certain circumstances. For more information, please refer to the Auto Cancel fact sheet.

With the Request setup option “passive approval”, the auto-cancellation within Concur Travel can be avoided. For more information, please refer to the “Request passive approval” section of this guide

If customers have agreed delayed ticketing with their TMC, the ticket will be issued at the last possible moment to give the traveler flexibility. 

For customers with a delayed ticketing agreement with their TMC and a high percentage of trip changes before ticketing, SAP Concur recommends considering to use a Request Administrator (Processor) step to hold Requests in a not-quite-fully approved state, until the ticketing time limit is reached (this allows travelers to make trip changes). Note that batch approvals in Request Processor are not possible.

Note: Airlines may change the last ticketing date to an earlier date before the Request is approved. The new approval time limit will not be reflected into the Request. Concur has no influence on airline ticketing date processes.

Request without Air/Rail segments must be approved prior to Departure Date. Requests that do not include Air/Rail segments and Requests that contain only direct purchase suppliers do not indicate an Approval Time Limit. These types of bookings will not be automatically cancelled if the Request is not approved. 

Remark: it may happen that some Hotel bookings not approved before the check-in date will have the hotel booking auto-cancelled.
	No time limit

	Request passive approval
	With the Request setup option “passive approval”, the auto-cancellation within Concur Travel can be avoided. 

· If the “Hours before Approval time limit” setting is set and if the Request approver does not approve the Request until the number of hours set before the approval time limit, the Request will either be auto-approved and the related Travel booking released for ticketing, or sent back to the traveler - based on the “Approval Time Expire Action”. This setting only applies to Air and Rail segments, which have a Last Approval Date.
· If the “Days after submit” setting is set and if the Request approver does not approve the Request until the number of days set after the Request was submitted, the Request will either be auto-approved and the related Travel booking released for ticketing or sent back to the traveler - based on the “Approval Time Expire Action”.

For more information, please refer to the Request Policy technical guide. 

Note: not to be confused with the “Approval Time Expire Limit” available within the workflow setting. If Passive Approval is enabled at the policy level, this workflow field should be set to “No Action” in that case.
	The passive approval feature will only rely on the “Days after submit” setting.  

In this case, if the Request approver does not approve the Request until the number of days set after the Request was submitted, the Request will either be sent to the “Approved - Pending Booking” status, or sent back to the traveler - based on the “Approval Time Expire Action”.

For more information, please refer to the Request Policy technical guide.

Note: not to be confused with the Approval Time Expire Limit available within the workflow setting. If Passive Approval is enabled at the policy level, this workflow field should be set to No Action in that case

	Request cancellation
	When integrated with Request, the cancel settings on the agency configuration page in Concur Travel do not apply.

When a user cancels a Request, Concur Travel will in all cases immediately try to cancel all related reservations. A process to place PNRs with passive content on the agency’s refund request queue is not supported. 

Note: The cancellation of the travel services related to a Request may not in all cases be possible anymore. For example, if the trip contains an already ticketed flight reservation or content of certain direct connect content sources for which auto-cancellation is not supported, in this case an automated email will be sent to the TMC for information.

Any passive segment will be ignored from cancellation. 

Specific cases for Rail bookings:

· For Deutsche Bahn bookings (punch out provider) – only managed in the “Book then approve - Travel to Request” booking process, the cancellation of the Request will not auto-cancel the trip in Concur Travel; the traveler will need to manually cancel the trip from Concur Travel.
· Cancellation is not possible for UK Rail Trainline.

	Auto-cancel setting in Travel
	The following auto-cancel settings do not apply:
· “Allow Auto Cancel of trips on hold”: this setting applies to the “user trip hold” feature in Travel, not to an approval hold status based on an approval process.
· “Allow Auto Cancel of air/rail trips that are rejected”: an approver in Request does not reject a request/trip. The approver can send the request back to the traveler or delegate to have it modified and resubmitted or canceled by the user. Hence the setting based on rejection does not apply.
· “Allow Immediate Cancel of non-air/rail trips that are rejected”: an approver in Request does not reject a request/trip. The approver can send the request back to the traveler or delegate to have it modified and resubmitted or canceled by the user. Hence the setting based on rejection does not apply.
The Travel logic around the settings “Allow Auto Cancel of trips that require approval” still applies. If this auto-cancel setting is enabled, note the following about auto-cancel timing:
· The standard timeframe is "approximately 6 hours after a defined point in time" for example, after the LDT (Last Date to Ticket), or after the trip is abandoned by the user.   
· In certain cases, there is another factor considered: within 24 hours of departure. 

This applies only to specific auto-cancel settings and only if 24 hours prior to departure falls earlier than the standard timeframe previously noted.

If auto-cancel is not enabled, Concur does not cancel the trip, but the GDS likely has, since the LDT has passed. Because of this, the user may not be able to finish the trip in Concur Travel after the LDT has passed.

Note: this auto-cancellation will not impact the status of the Request.
	· Not applicable

	Passive segments

· Definition: Reservations that are booked by the travel agency outside of the GDS
	Concur Travel does not officially support the import of passive PNRs or passive segments in a PNR via the Offline Approval Queue. While an import MAY succeed if the segment matches the GDS standard format, cancelation processes for offline imported passive PNRs or passive segments in a PNR are not supported, and Concur does not guarantee that the process will work for such a scenario in the same way as for supported segment type.

When a Request is updated with passive segments, the segment amount and the Request total is not updated, there is no approval time limit displayed within the Request, and the cancellation of passive segments does not cancel the actual reservation. 

	Offline PNR

· Note: Offline PNRs in Travel are PNRs imported via the TMC to the Offline Approval Queue

· 
	Offline PNR feature is supported (it includes the Offline PNR Retrieval process in a Request); specific setup and testing is required with the TMC.

Remark: Adding a segment offline to a PNR tied to an already approved Request is not a supported feature: Request segments are not updated with any post-approval travel changes on an approved Request. 

This applies to both online Concur Travel bookings and Offline PNRs that are imported via Concur Travel.  If the agency queues changed PNRs to the Reporting queue, only the trip itinerary is updated (Request Segment > View Itinerary); It is possible to use Amount Changed Post-Approval audit rule to identify these cases. 
	While the import of an offline PNR (reservation generated outside of Concur by the TMC) via the Reporting Queue into Concur Travel is possible, such a booking will never be linked to any existing Request, nor will a new Request be created for any imported PNR. 

For a PNR imported via the Reporting queue a trip record in Concur Travel will be created, but no approval process is supported.  

Remark: Adding a segment offline to a PNR tied to an already approved Request is not a supported feature: Request segments are not updated with any post-approval travel changes on an approved Request. If the agency queues changed PNRs to the Reporting queue, only the trip itinerary is updated (Request Segment > View Itinerary); It is possible to use Amount Changed Post-Approval audit rule to identify these cases.

	Mixed Booking

· 
	Mixed booking in one Request, which may contain both self-booked (online) and agency booked (offline PNR) segments added to a trip prior to Request approval, is supported.

Example of use case: traveler books the trip online (in Concur Travel) > TMC adds a segment offline to the PNR and sets it on the Offline Approval queue for import. 
	If the TMC adds a segment to an existing online booking based on an approved Request and puts it on the reporting queue, the Request will not be updated with this added trip segment.

Example of use case: Request is approved > flight is booked > TMC adds an hotel in PNR > Request will not be updated with the Hotel.

	Trip Cost Control
	Approvers have full visibility of total trip cost over all Travel segments in one Request.

Note: prices for on hold reservations cannot be guaranteed and are subject to change. Airlines may change the fare price until the tickets are issued, so the actual cost for on hold reservations may differ from the approved cost. Concur has no influence on airline pricing processes.

Changes made post approval and/or ticketing are not routed for additional/subsequent approval.
	Requests are created based on estimated costs; approvers can only rely on the estimates provided by the user to take the approval decision of the trip.

When a user starts a search in Concur Travel based on an approved Request, this initial search is based on the requested travel segments (=Request parameters), but a user is able to modify the search in Concur Travel on the search results page. Such modification may be needed in case the initial search did not generate satisfactory results. 

Please consider that there are no restrictions in place to force a user to book the exact travel segments that were requested with the Request. A second approval process for the booked trip is not supported. 

For customers wanting to enforce control over booking content after Request approval, Concur offers configuration option to set up:

· travel rules with a “show but do not allow” action

· a travel policy to notify the manager for every booking. 

· a Request notification email that will notify the approver if the final booked amount is greater than the approved amount in the Request

	Cabin/Service class
	A user is able to select a service class according to Travel policy when booking into Travel.
	When booking from an approved Request, the flight search of Concur Travel shops by default for the lowest available cabin class (class of service). In most cases this is Economy Class. If travel policy allows a user to book a higher class of service (Premium Economy, Business, First), users will likely only be shown Economy fares at first on the search results page; users have the option to change the cabin class in the “Change Search” section in the menu on the left side of the page and trigger a new search for a different class. 
Only in a flex-faring context, users booking from an approved Request will not be able to select a different class in the “Change Search” section on the flight results page. Users in a flex-faring context are forced to book the lowest available cabin class/class of service.

	Reporting & data reliability
	The final approved Request contains the exact information of the trip at the time when it was initially booked, such as each destination of the trip - including layovers, the dates & time of each trips, the exact trip amount, etc. 

This will provide reliable data that can analyzed by the client either by the Intelligent Reporting of via the Request v4 APIs (data extraction).

Users can make Concur Travel online booking changes after a Request has been approved, however the following elements have to be considered:

· The Post Approval Trip update feature must be activated (Request policy) and the TMC must support it (please check with you Travel Agency).
· The Recall after approval action must be enabled (Request workflow).

In that case, if modifications are possible within Concur Travel, then the Request will reflect new bookings data. 

For more information, please refer to the Request workflow and Request policy technical guides.
	The final approved Request contains estimated information provided by the traveler on the manually created offline segments. There is a risk of missing information (such as exact rail station, hotel address, etc.), lack of information of possible layovers, no exactitude in the time of departure/arrival of each trip and only an estimated amount of each trip.

Concur Request offers a site setting that enables segments of an approved Request to be updated after a trip was self-booked in Concur Travel. 

· If activated, all travel segments added manually at the time of Request creation are deleted and replaced by the self-booked segments, and the total amount of the Request is updated.

· If deactivated, the Request will not be updated, approved amounts may be compared against booked amounts (original segments retained) which enables a three-way match (booked amounts compared to approved amounts compared to requested amounts). the audit trail will show only a change to the Post Approval Request Total.

For more information on the Site Setting “Enable Request segments to be updated by an itinerary when booking on an approved Request”, please refer to the Request workflow technical guide.

	Duty of care with Risk Management
	If purchased and integrated with Concur Risk Management, approvers and travelers can review actual risk information on each planned destination of the trip; approval workflow can be configured on the risk levels in the Request and route the Request accordingly.

	Complex approval workflow
	Provides added value with the possibilities that can be configured within the Request approval workflow.

However, the more complex the approval flow is, the greater the risk of the Request not being approved on time and lose the booking.
	Provides added value with the possibilities that can be configured within the Request approval workflow.

The approval time limit being constraint only by the departure date, it is well suited for a complex workflow where approvals likely cannot be obtained within the approval time limit.

	Request creation based on Travel rules
	Supports the option to create Requests based on Travel rules, if approval is not required for each and every trip.

If the “create Request based on travel rules” method of integration setting in Concur Travel is active, the system evaluates those rules: 

· If a travel policy rule is triggered during the initial trip creation that "requires approval", then a Request will be created for that trip

· A Request will however not be created for other travel policy that do not trigger "requires approval" rules.

Note: Request is required when the trip is first created; if a Request is not generated with the initial booking, then successive out-of-policy changes do will not result in a Request creation or additional approvals.
	Not applicable

	Request features added value
	Compared to a Concur Travel approval flow without Request integration, this setup option gives additional access to Request features such as Budget, Cash Advance, Risk Management

	Travel features
	The Travel features Clone trip / Share trip / Manifest Clone and use of the Travel Template are not supported with any Request integration.

The “Fares Revalidation” feature of Concur Travel is not supported in an integrated Request setup and should not be activated. 

For information, in a non-integrated setup scenario, this setting allows to revalidate fares when the PNR moves out of user trip hold or approval hold mode and block booking when the fare difference is the greater than 2% or 10 units of currency (whichever is greater).

Third party meeting integration (CVent) is not supported with any Request integration.

The “pre-authorization“ feature in Concur Travel pre-dates Concur Request. It is not supported in an integrated Request setup. The Travel and Request integration provides more options and customizability than the older “Pre-authorization” feature. Concur recommends not to implement this “Pre-authorization” feature within Concur Travel.

Approval via email is a feature applicable to the approval process in Concur Travel. It is not supported in an integrated Request setup. Request approvers can use Concur Mobile to approve a Request outside of the desktop application.
Auto-cancellation setting in Travel only applies under certain conditions. For more information, please refer to the “Auto-cancel setting in Travel” section in this guide.

	 Booking switch 
	This feature guides the user to either book directly into Concur Travel or towards a newly created Request (pre-populated with the search details information) to request an agency-booking (example: a multi-destination trip might be preferred to be booked by a travel agent whereas a one-way trip could be directly self-booked by the traveler).

The booking switch is a tool based on criteria available in the Travel Wizard (to/from, date, trip type: round-trip, one-way, multi-segment) and is not configurable on items such as: suppliers, flight duration, service class, Request custom fields, etc.

If the manual creation of a Request is enabled without going through the booking switch, a site setting “Enforce Online/Offline Policy” enables the booking switch rules to be evaluated again as a double-check at the submission of the Request.

For more information on the Booking Switch, please refer to the Booking Switch technical guide
	Not applicable

	Rule class selection by user
	In Concur Travel, travelers are linked by default to 1 rule class (as defined in their profile), and this rule class is attached to 1 travel configuration only (itself associated with 1 Travel Agency both in Concur Request and in Concur Travel).

Concur Travel offers a setup option for users to select a different rule class tied to the same travel configuration or the same travel agency configuration (but potentially a different travel configuration). 

However Concur recommends not to enable this possibility: This setup option to choose a different rule class is generally supported in a setup with Travel and Request integration in the Book then Approve process, however allowing users to select rule classes tied to a different travel configuration means that the Request integration will be subject to the integration options under that Travel configuration.

Example: a user is assigned to a rule class that is tied to a travel configuration whose Request integration setting is set to “Always Create Request”. If the user is able to select a different rule class tied to the same travel agency, it may select a rule class tied to a different travel configuration whose Request integration setting is set to “Create Request based on Concur Travel rules”, or for which the Request integration is disabled completely.
	The Concur Travel setup option to allow users to select a different rule class than their default rule class is not supported when integrated with Request in the Approve then Book process.

	Travel policy compliancy
	A Request can indicate if the booking from Travel is not policy compliant (based on the rules set in the Travel policy which can be reflected in the Request).

Approval flow within the Request can be configured based on policy compliance and route the Request accordingly. 

For more information on the policy compliant management in Request, please refer to the Audit Rules technical guide.
	The booking in Travel is done after the Request is approved; there is no approval step for any approver after the booking is completed, the Request is automatically sent from the “Approved - Pending Booking” status to the “Approved” status.

However, a notification email can be sent to the approver from Travel if the trip booked in Concur Travel is out of policy.

	Unfinished trip
	A Request is only created if the traveler has followed the booking workflow to the very end of the booking process. 

If the traveler leaves the solution before confirming the booking, the associated Request will not be created.

If a Requests that contain a reservation of an instant purchase/instant ticketing vendor is sent back by the approver to the traveler, the related trip is set to “unfinished trip” state. For more details see section “Instant Purchase/Instant Ticketing“ in this matrix.
	If users abandon the booking process after having reserved a travel service, but before having fully completed the booking process, this will create an unfinished trip, and Travel will send out an automated alert email to the user. 

Picking up an unfinished trip related to a Request directly from the Trip Library in Travel will disconnect that trip from the initial Request; Finishing it may create an additional Request based on the integration setting.

To avoid confusion with duplicate Requests, travelers have to follow the booking process to the end from an approved Request.

	Lowest fare in approval email
	This is supported if configured in the email to the approver.

For more information, please refer to the Request workflow technical guide regarding Travel details. 
	Not supported

	Guest booking
	Non-profiled guest booking is supported. 

· The associated Request is created in the name of the arranger, but the itinerary is booked in the name of the guest traveler. The guest traveler field information populates the segments during the booking process. 

· The Request is properly routed through the workflow for approval and sent for ticketing with the TMC. The Request uses the policy and workflow of the arranger (Request delegate).
	Non-profiled guest booking is not supported. 

	Sponsored guest
	Not supported

Concur Travel offers a feature "Sponsored Guest" which allows creation of guest profiles. To use Request, a user however needs a regular user profile.
	Not supported

	Proxy, Assistant/Arranger, Delegate
	A user needs to be assigned as assistant/arranger in the user profile of another user to book Travel on behalf of that user, and a user needs to be assigned as Request delegate in the user profile of that user to manage Requests on behalf of that user. 

Concur allows you, via a Concur Request site setting, to set the system up to synchronize Request delegates and Travel assistants, which will remove the section for Travel assistant/arranger selection in the user profiles in favor of an additional check box, Can book Travel, in the Request delegates section of the user profile. 

The Travel user permission “self-assigning assistant” is not supported in an integrated Travel and Request workflow.

The Request user role “Request Proxy Logon” is not supported in an integrated Travel and Request workflow. This user role is restricted to managing Request-related tasks on behalf of a selected user.

	Multi-passenger booking
	Only SNCF multi-passenger bookings are supported for the Book then approve – Travel to Request booking process.
Please note the following:

· The SNCF Multipax has the same benefits and limitations as the Travel standalone feature (e.g. max 6 travelers, primary booker pays the total).

· Once the Multipax reservation is completed, the PNR (Passenger Name Record) is split into as many PNRs as there are passengers. One Request is created per passenger and updated with the corresponding PNR.

Warning: The new SNCF PAO interface (Offers Access Portal) does NOT manage the multi-passenger booking. If you enable SNCF [PAO] in the Travel configuration page, multi-passenger booking will no more be supported.
	Not applicable

	Rail Booking
	Supports the following rail providers: Amtrak, Deutsche Bahn, Eurostar, SNCF, Thalys, UK Rail Trainline.

Once the Request is created with the bookings from Concur Travel, it is not possible to modify rail bookings.

For Deutsche Bahn bookings (punch out provider), the cancellation of the Request will not auto-cancel the trip in Concur Travel; the traveler will need to manually cancel the trip from Concur Travel (more information on Deutsch Bachn in the “Puch-out providers” feature section).

Cancellation is not possible for UK Rail Trainline.
	Only supported for SCNF and UK Rail Trainline bookings

Cancellation is not possible for UK Rail Trainline

	Car Rental Delivery & Collection process
	Concur Travel supports the standard GDS delivery and collection process. Restrictions may apply where vendors deviate from the GDS standards. The behavior is similar than for a Travel stand-alone booking process.
	Request does not support fields for delivery and collection addresses within the Car rental segment. When booking from an approved Request, the user will be presented on the search results page with rental car offers for pick up at the station. 

Once in Concur Travel, to search for delivery and/or collection, the user has the option to use the “Change Search” section in the menu on the left side of the page, enter there the delivery/collection address or pick from a list of corporate locations and trigger a new search.

	Concur Mobile
	Users cannot perform a booking on Concur Mobile when integrated with Request.

Approvers can however approve a Request with a Travel booking via the Concur Mobile application.

For more information please refer to the Concur Mobile – Feature list by device document.
	Users cannot perform a booking on Concur Mobile from an approved Request.

Users can however create a simple Request from Concur Mobile.

Approvers can approve Request via the Concur Mobile application.

For more information please refer to the Concur Mobile – Feature list by device document.

	TripLink integration in Request
	Not supported
	Not supported

	Event Request
	Not supported from the Event Request

One Request is created per traveler per Travel booking and cannot be linked to a master Event Request. The Event Request feature cannot be used in this integration process. 
	Not Supported from the Event Request

Event Requests allow multiple Requests (one for each designated user) to be linked on one master Event Request. This will generate a Request for each user containing the same information than the one provided in the main Event Request. Each generated Request can then be submitted into the approval flow and support this Request to Travel integration.

For more information on Event Requests, please refer to the Event Requests technical guide.

	Custom fields
	Custom fields in Travel do not copy over to the automatically created Request. Fields that are needed for technical or business reasons in both Travel and Request will have to be set up on both sides and users will have to enter data twice.

Request custom fields are available in the Travel finishing template to be used to enrich the PNR once the Request is approved.

	Custom fields in Request do not copy over to Travel when the booking is performed from an approved Request. Fields that are needed for technical or business reasons in both Travel and Request will have to be set up on both sides and users will have to enter data twice.

	Regional challenges
	· APA – Japan Public Transportation is not supported in Request.

· APA & India – many clients use more than one travel agency. Request only supports emailing the TMC for a request as a whole, not by specific travel segments.

· LATAM – high number of direct purchase suppliers are used (consider Request-to-Travel process flow).

· LATAM – culturally, many clients expect to be able to see the options the traveler declined for the agency-bookings (this is only possible via Agency Proposal).

· Higher Education sector – Cash advances in Request are common; complex Request workflows cannot ensure approval before the approval deadline (consider Request-to-Travel process flow).
	· APA – Japan Public Transportation is not supported in Request.

· APA & India – many clients use more than one travel agency.  Request only supports emailing the TMC for a request as a whole, not by specific travel segments.

· LATAM – high number of direct purchase suppliers are used (consider Request-to-Travel process flow).

· LATAM – culturally many clients expect to be able to see the options the traveler declined for the agency-bookings (this is only possible via Agency Proposal).


Travel Rule Actions for Concur Request Integration
Two travel rule actions are available to be used with Concur Request:

· Require Pre-Approval & Notify

· Require Pre-Approval & Log

These two Travel rule actions can be used when Concur Request is integrated with Concur Travel, and they are configured in Concur Travel. These rule actions allow the Concur Travel administrator to use the same rule class for two different processes:

54. Approve then Book: Starting in Concur Request, then booking in Concur Travel

55. Book then Approve: Starting in Concur Travel, then creating the Request
IMPORTANT: These two options are not related to the Concur Travel pre-authorization feature.

Background

The integration can be configured so that information flows between Concur Request and Concur Travel in several ways. The client can use any or all of these processes:

· Scenario 1 – Starting in Concur Request: 

· In Concur Request: The user creates and submits the Request.

· In Concur Request: The Request goes through the approval workflow.

· In Concur Travel: The user is redirected to Concur Travel to book the segments using the Concur Travel Wizard.

· Scenario 2 – Starting in Concur Travel, when configured so the Request is always created regardless of travel rules: 

· In Concur Travel: The user books the trip segments.

· In Concur Request: The segment information is pushed from Concur Travel to Concur Request and prepopulates the Request. The user checks the Request, adds additional details, and submits the Request.

· In Concur Request: The Request goes through the approval workflow.

· Scenario 3 – Starting in Concur Travel, when configured so the Request is created only when rules are broken that require approval: 

· In Concur Travel: The user books the trip segments.

· If approval is required, then refer to Scenario 2.

· If approval is not required, then the trip is directly confirmed.

· Scenario 4 – Enforce Offline/Online Policy: 

· For this process, it does not matter where the Request starts. When the user submits the Request (in Concur Request), the offline/online setting evaluates and determines if any part of the booking must be completed in Concur Travel. If so, the user is redirected to Concur Travel.

· In Concur Travel: The user books the trip segments.

· In Concur Request: The segment information is pushed from Concur Travel to Concur Request and prepopulates the Request. The user checks the Request and submits it again.

· In Concur Request: The Request goes through the approval workflow.

Pre-Approval Rule Actions

The pre-approval rule actions define the process if associated travel rules are broken. 

NOTE: In the following examples, be aware that since Concur Request is integrated with Concur Travel, there is no approval in Concur Travel. Whenever approval is required, it is completed in Concur Request. 

For Scenario 1 – Starting in Concur Request, which means the Request is already approved by the time the user is redirected to the Concur Travel Wizard:

If a user selects a flight, car, etc. that breaks a Require Pre-Approval & Notify or Require Pre-Approval & Log rule

Then:

The Require Pre-Approval & Notify rule responds like Notify Manager; the Require Pre-Approval & Log rule responds like Log for Reports. 
– and –
The user is required to select a violation reason, which is stored in the itinerary.

For the Require Pre-Approval & Notify rule, if a default approver is stored in Concur Travel, then they will be notified by email. No additional action is required, however, and the trip is confirmed.

If a Concur Travel admin runs reports for Notify Manager or Log for Reports violations, these transactions appear. 

For Scenario 2, 3, and 4 (which means the Request is not approved by the time the user is using the Concur Travel Wizard):

If a user selects a flight, car, etc. that breaks a Require Pre-Approval & Notify or Require Pre-Approval & Log rule

Then:

The rule responds like Require Approval. 
– and –
The user is required to select a violation reason, which is passed back to the Concur Request approver.

If a Concur Travel administrator runs reports for Require Approval violations, these transactions appear. 

For more information about travel policy rule actions used when Concur Travel is integrated with Concur Request, refer to the Appendix A – Travel Integrated with Request > Rule Actions section in the Concur Travel: Approvals, Rules, and Classes/Policies Travel Service Guide.

User/Customer/TMC Benefit

When Concur Request is integrated with Concur Travel, the client can use any or all of the booking processes described above. These rule actions can be used with any and all scenarios – instead of having several different actions for each of the different scenarios.

Typical Use Case

Within a company, there are several groups of users. Some groups must obtain preapproval before making travel plans. For other groups, preapproval is not required. Other than that, all groups are the same – they could use the same configuration, with the same rule class.

With these two new rule actions, the groups can be in the same rule class and obtain the desired results based on whether or not preapproval is required. The Concur Travel administrator does not have to create a rule class for each group. 

What the Admin Sees

The Concur Travel administrator sees the new rule actions on the Travel Policy tab of the Travel Admin page:

[image: image8.png]g CONCUR Requests Travel ST E Invoice Approvals Reporting Administration

Company ~ Request Travel ~ Expense Invoice

Company Admin Home

Travel Policy Administration

Company Admin Travel Policy | Policy Violation Reasons | Travelfusion Suppliers | Vendor FoID Admin | Travel Vend
Approval Queues Rule Class (Edit Classes)

Billing Administrator Default Travel Class =l |
Company Locations

Org Unit Admin

Report Admin Travel Itinerary

Text Customization

w s
[Reouire Avoroval s

Require Pre-approval & Log matched:

Require P & Notif

Directory Server Admin :u.,e - L/ G - General =

Company Settings ~——|Notify Manager

For Reports -
Share Custom Fields r Iﬁ?sgﬂay Message ltinerary booked | less than =l da

Password Administrator
Manage Custom Fields





For more information, refer to the Concur Travel: Company Administration User Guide.

Section 7:  PNR Finisher

Certain Concur Request fields are available for PNR Finishing. These fields can be added in the Finishing Template Editor in Travel System Admin.
 To add the Request Fields:

56. Click Administration > Travel System Admin. 

57. In the Profile & Finishing section of the left menu, click Finishing Template Editor.  

58. Select the desired company.

59. Click Edit for the desired finishing template.

60. Click Add Line or edit any existing line.

61. Select Node. Available Request Fields are in: /PNRFinishData/CteTravelRequest/
	Field 
	Description

	TravelRequestId
	The unique identifier for the travel Request in SAP Concur solutions.

	Purpose
	The purpose field for the Request. 

	Custom1 - Custom20
	The Concur Request custom field labels.

	Custom1Code – Custom20Code
	The Concur Request custom field codes. 
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Section 8:  Promoting Online Adoption
Concur Request contains multiple features designed to promote online adoption (booking within Concur Travel). These features can be used on their own or in combination to direct users to the appropriate booking method. The features are:
· Booking Switch: This feature evaluates the itinerary against configured criteria and determines if the trip must be booked by an agent or booked within Concur Travel (self-booked). 

· For more information, refer to Concur Request: Booking Switch Setup Guide. 

· Enforce Offline/Online Policy setting: This feature enforces the criteria defined in the booking switch by setting whether a user is allowed to bypass the booking method suggested by the booking switch. 
· Prevent Manual Creation of Request: This feature can prevent users from creating a new Request, forcing them to start the process in Concur Travel (The Book then Approve process flow). This feature is configured per Concur Request policy.  

Section 9:  Trips and the Approval Time Limit
Approval Time Limit and Auto-Cancellation
The Approval Time Limit is based on logic in Concur Travel. Concur Travel offers several configurable auto-cancel settings.
When clients have Concur Request integrated with Concur Travel, the following auto-cancel settings do not apply: 

· Allow Auto Cancel of trips on hold: this setting applies to the “user trip hold” feature in Concur Travel, not to an approval hold status based on an approval process.

· Allow Auto Cancel of air/rail trips that are rejected: an approver in Concur Request does not reject a trip. The approver can send the Request back to the user or delegate to have it modified and resubmitted or canceled by the user. Hence, the setting based on rejection does not apply.

· Allow Immediate Cancel of non-air/rail trips that are rejected: an approver in Concur Request does not reject a trip. The approver can send the Request back to the user or delegate to have it modified and resubmitted or canceled by the user. Hence, the setting based on rejection does not apply.

Concur Travel logic around the Allow Auto Cancel of trips that require approval setting still applies if Concur Travel is integrated with Concur Request.

If this auto-cancel setting is enabled, note the following about auto-cancel timing:

· The standard timeframe is "approximately 6 hours after a defined point in time". For example, after the LDT (Last Date to Ticket) or after the trip is abandoned by the user.  

· In certain cases, there is another factor considered: within 24 hours of departure.  

This applies only to specific auto-cancel settings and only if 24 hours prior to departure falls earlier than the standard timeframe previously noted.
If auto-cancel is not enabled, SAP Concur does not cancel the trip, but the GDS likely has, since the LDT has passed. Because of this, the user may not be able to finish the trip in Concur Travel after the LDT has passed.

NOTE: Trips booked on short notice (for travel on the same day or the next day) that require approval will be auto-canceled within 30 minutes of booking.

Auto-Cancel and Request

By default, it is possible for a Request approver to approve a Request after the defined approval time limit. For example, assume that Concur Request is integrated with Concur Travel so the user accesses Concur Travel to initiate the requested trip. In Concur Travel, the user is notified that the Request must be approved by a certain date/time or the trip will be cancelled. The user accesses Concur Request and submits the corresponding Request but – for some reason – the Request approver does not approve the Request in time. 

By default, the approver can – even after the final date/time – open and approve the Request. Using the Concur Request Workflow, the Concur Request administrator can create a workflow step rule to prevent the approver from approving the Request after the approval time limit. 

For more information, refer to the Concur Request: Workflow – General Settings Setup Guide. 

Section 10:  Offline PNR Requirements
The TMC must meet the following requirements when preparing a PNR to be imported into SAP Concur solutions using the Retrieve Offline PNR feature.  

The TMC must create two queues in the GDS and set them up as Offline Approval Queue and Offline Approval Error Queue in the travel agency configuration in SAP Concur solutions that is associated with the appropriate Concur Travel configuration of the customer. 
Use of the Offline Approval Queue

Offline PNRs for Request handling must be queued into this offline approval queue.

During the import process of the PNR, SAP Concur solutions validate the PNR by comparing Request ID, company ID, configuration ID, and user login ID specified in the PNR to the Request, company, and user IDs in SAP Concur solutions. 

If everything matches, the PNR is imported into Concur Travel, creating an itinerary in the trip library. In Concur Request, the itinerary is automatically assigned to the Request of the user with matching Request ID.

Use of the Offline Approval Error Queue

If any of the IDs mentioned above do not match, the PNR is considered invalid and sent to the Offline Approval Error Queue, if configured. The PNR is not imported, and no itinerary is created in Concur Travel.

Use of the Report Queue or TBF (Exceptional Use Case)

Usually, only the Offline Approval Queue is used to import PNRs into SAP Concur solutions for a user associated with a Concur Travel configuration that is integrated with Concur Request. 

Exceptional use case: If the PNR is first consumed from the Offline Approval Queue, SAP Concur solutions will accept future updates from the Report Queue or TBF (Travelport Booking Feed).

It is not possible to import a new PNR into SAP Concur solutions through the Report Queue to associate it to a Request. PNRs that come into SAP Concur solutions from the Report Queue or from the TBF will intentionally be ignored if they meet both of the following conditions: 

· The PNR has a Request ID in Remarks
· The PNR does not exist in SAP Concur solutions
New PNRs queued into the Report Queue or coming from the TBF that do not contain a remark referencing the Request ID may be imported, but they will not be associated with the Request nor run through an approval process.
Specificity of guest traveler feature

· The guest user’s delegate creates a Request and creates segments as usual.

· After Request submission, an email is sent to the TMC. The email notification should include the segment information and any other required fields.

· For more information, refer to the Concur Request: Printed Reports Setup Guide and the Concur Request: Workflow – General Information Setup Guide. 

· The TMC books the PNR in the guest user name and uses the Request ID and CLIQCID of the Sponsor within the PNR. 

· When they queue to the offline approval queue, the segment detail is populated in the request, routed for approval and sent to ticketing.

· The Request proceeds through the approval workflow. If you are using Guest Traveler, the Request uses the delegate’s workflow. If you are using Sponsored Guest and have created a user account for the guest, the Request uses the sponsored guest user’s workflow.

· Once the Request reaches final approval, Concur Request notifies Concur Travel, which places the trip into the TMC ticketing queue. 

· The TMC agent issues the tickets. 

Mandatory Lines
There are 4 lines (across all GDS) that must be included in every offline PNR in order to allocate this PNR to the correct users and the correct request within SAP Concur solutions.

62. It is best practice to save the CliqCID in the company level profile / BAR / Level1 star with the respective move indicator to automatically move it to each PNR.
63. With profile sync: CliqUser ID is already in the GDS traveler profile 
Without profile sync: Cliquser ID needs to be added to the GDS traveler profile
64. Travelrequest ID

65. Remark “modified by agent”

The formats vary depending on the GDS.

NOTE: The "modified by agent" remark must be added by the TMC in the PNR before they send it in the Offline approval queue. This remark must not be saved in the company profile.

NOTE: All values used in the examples in this guide, e.g. 2424 for CLIQCID, are just example values. The CLIQCID number will be provided to you by your SAP Concur Implementation Project Manager.

Amadeus Format

Example values

CLIQCID: 2424

Login: Willam.Never@concur.com

Travel Request ID: 33HG

Remark: Modified by agent

Example
66. CliqCID:  RM*CLIQCID-2424

67. CliquserID: RM*CLIQUSER-WILLIAM.NEVER@CONCUR.COM

68. TravelrequestID: RM*TRAVELREQUESTID-33HG

69. Remark: RM*MODIFIED BY AGENT

Amadeus Notes

· All PNRs need to be queued to the offline approval queue.
· The offline approval queue needs to be set up under the booking PCC.
Sabre Format
Example values

CLIQCID: 2424

Login: Willam.Never@concur.com

Travel Request ID: 33HG

Remark: Modified by agent

Example

70. CliqCID: CR – 5.CLIQCID-2424
71. CliquserID: CR – 5.CLIQUSER-WILLIAM.NEVER¤CONCUR.COM
72. TravelrequestID: CR - 5R‡TRAVELREQUESTID-33HG
73. Remark: CR – 5R‡MODIFIED BY AGENT
Galileo Format
GIDS and Queuing needs to be set up to send offline PNRs into SAP Concur solutions. SAP Concur solutions require the mandatory segments in two different formats; One format that is readable by GIDS, one format that is readable by Concur Request. The information regarding Travel Request ID and “modified by agent” only needs to be provided for the Travel Request workflow. In the example, there is no GIDS version of these lines as they are not required.
Example values

CLIQCID: 2424

Login: Willam.Never@concur.com

Travel Request ID: 33HG

Remark: Modified by agent

Example

74. CliqCID: Add an Invoice Remark and a History Notepad Remark to the BAR with the Cliqbook Company ID.

GIDS:
DI.FT-CLIQCID-2424

Queuing:
NP.H**CLIQCID-2424

75. CliquserID: If profile sync is enabled, Concur Travel will write an Invoice Remark in the traveler profile (PAR) with the traveler's Login ID. If profile sync is not enabled, the TMC needs to write this line.

GIDS:
DI.FT-CLIQUSER-William.Never//concur.com

Queuing:
NP.H**CLIQUSER-William.Never//concur.com

76. TravelrequestID:

Queuing:
NP.H**TRAVELREQUESTID-33HG

77. Remark:

Queuing:
NP.H**modified by agent

Galileo Notes
· GIDS needs to be set up for the booking PCC. Your SAP Concur Implementation Project Manager will raise a Travelport ticket.

· All PNRs need to be queued to the offline approval Queue.

· The offline approval queue needs to be set up under the booking PCC.

Worldspan Format

Example

78. CliqCID: Either a UDID or a 5.Z remark depending on how it is programmed to be picked up in their mid office.
79. CliquserID: Applicable GDS remark prefix then CLIQUSER-<login id>
80. TravelrequestID: Either a UDID or a 5.Z remark depending on how it is programmed to be picked up in their mid office.
81. Remark: 5.RMODIFIED BY AGENT
Apollo Format

Example values

CLIQCID: 2424

Login: Willam.Never@concur.com

Travel Request ID: 33HG

Remark: Modified by agent

Example

82. CliqCID: T-S97-CLIQCID-2424
83. CliquserID: T-S98-CLIQUSER-WILLIAM.NEVER¤CONCUR.COM
84. TravelrequestID: ¤:5A/TRAVELREQUESTID-33HG
85. Remark: ¤:5A/MODIFIED BY AGENT 
Optional Lines

Policy Compliant

Trips and segments that arrive in Concur Request from the retrieve offline PNR can include policy compliance information. SAP Concur solutions populate the segment field from a formal flag added to the PNR by the TMC.

The information must be stored and transmitted via an External Remark labeled POLICYCOMPLIANT. It can have a Y/N value that the system maps to the 0 – 100 scale value of the Policy Compliance Request segment field. The value will be 0 (Y) if the itinerary is compliant, or 100 (N) if the itinerary is not compliant.

Amadeus Format
Remark: RM*POLICYCOMPLIANT-N
Sabre Format

Remark: CR – 5R‡POLICYCOMPLIANT-N
Galileo Format

Remark:

Queuing: NP.H**policycompliant-n
Worldspan Format

Remark: 5.RPOLICYCOMPLIANT-N
Apollo Format

Remark: ¤:5A/POLICYCOMPLIANT-N 
Section 11:  Concur Request Integrated with Concur Travel Configuration
Clients that have Concur Request integrated with Concur Travel can enable the Approve then Book (Request to Travel) process flow in Workflow or the Book then Approve (Travel to Request) process flow. For Request workflow configuration options for the Approve then Book (Request to Travel) process flow, refer to the subsections in this section. For the Book then Approve (Travel to Request) process flow, there is no need for a Request workflow configuration. 

When opting for the Approve then Book process flow, clients can choose between two booking methods:

86. The user is always sent to Concur Travel after approval of their Request to self-book the segments. 

87. The user chooses, for each Request, to self-book the Request segments, or send them to an agent.

For more information, refer to the Concur Request & Concur Travel Integration Process Flows section of this guide.

A third possible setup option is to offer Concur Travel and Concur Request to the user in a non-integrated mode. Users will be able to create a Request but are not forced to do so prior to booking in Concur Travel. Any booking a user does in Concur Travel will not automatically generate a new Request or update an existing Request.

Configuration for the Approve then Book Process Flow

Both booking methods require the basic configuration listed below. The agent booking method requires the additional configuration listed in the Agency Booking Configuration section below.

The system can be configured to enforce the Approve then Book process flow, by preventing the users from accessing the Travel tab. This means that the only method the users have to book travel is by clicking Book/Book Travel on their approved Request. This configuration should only be applied to users that have no other reason to access the Travel tab, such as assistants or delegates that book guest travel. This configuration is detailed in the Restrict Access to Travel Tab section below. 

Basic Configuration

The Approve then Book (starting in Request) process flow requires the following configuration steps: 

88. The Request Configuration Administrator must enable the four main Default Request Segment Types (Air Ticket, Car Rental, Hotel Reservation, and Railway Ticket) on the corresponding Request Policy. 
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NOTE: The Approve then Book process for train tickets only supports SNCF and UK Rail Trainline.
· For more information, refer to the Concur Request: Policies and Groups Setup Guide. 

89. The Request Configuration Administrator must create a new workflow email notification to inform the employee that their Request has been approved and is now pending booking. This reminds the employee to begin the booking process as soon as the Request is approved. 

· For more information, refer to the Email Notifications section in the Concur Request: Workflow – General Information Setup Guide. 

90. The Request Configuration Administrator must create a new step in the Request Workflow after Manager Approval, labeled Approved - Pending Booking. Set Role to Request User, set the Initial Status to Approved-Pending Booking, and set Enter Step Employee Notification to the new email notification you created in the previous step.
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NOTE: This step should always be placed after all the approval steps, as the Approved- Pending Booking status indicates to the system that there are no more required approvals. Informative or procedural steps may be added after the Approved- Pending Booking step (Processor step, Budget step).

· For more information, refer to the Workflow Configuration – Creating section in the Concur Request: Workflow – General Information Setup Guide. 

91. The Request Configuration Administrator must decide whether to allow Concur Travel to update the Request amounts with the booked amounts after the user has completed their booking. By default, the Request amounts can be updated by Concur Travel after the Request has reached the Approved – Pending Booking workflow step. To prevent Concur Travel from updating the Request amounts, the administrator must clear (disable) the Enable Request Segments to be updated by an itinerary when booking on an approved Request setting in Administration > Request > Site Settings. 
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· For more information, refer to the Concur Request: Site Settings Setup Guide. 

The administrator can configure an email notification that notifies the approver whenever a request amount is updated after approval. This email notification may be sent regardless of whether the Enable Request Segment to be updated by an itinerary when booking on an approved Request setting is enabled.

· For more information, refer to the Integrated with Concur Travel Configuration > Basic Configuration > Notification to Approver When Booked Amount is Greater than Approved Amount section in this guide.

92. If the Request Configuration Administrator does not allow the Request amount to be modified post-approval, they should enable the default audit rule, Amount Changed Post Approval. This audit rule will notify the Request owner, approver, and processor if the Request amount is updated post-approval, providing more visibility into the change. The Request Configuration Administrator enables this rule in Administration > Request > Audit Rules. 
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· For more information, refer to the Concur Request: Audit Rules Setup Guide. 

Notification to Approver When Booked Amount is Greater than Approved Amount

The administrator can configure an email notification to the Request approver with the updated request amount if the Request amount has changed after approval. 

This feature is configured using the following steps: 

93. Create a workflow email notification to send to the approver, including the appropriate variables.

· If the company has the Enable Request Segments to be updated by an itinerary when booking on an approved Request site setting enabled, the administrator uses the %TotalApprovedAmountBeforePEBK% and the %TotalPostApprovedAmount% variables in the workflow rule and email notification. 

· If the company has the Enable Request Segments to be updated by an itinerary when booking on an approved Request site setting disabled, the administrator uses the %TotalApprovedAmount% and the %TotalPostApprovedAmount% variables in the workflow rule and email notification. 

94. Add a new step to the request workflow, after the Approved – Pending Booking step.

95. Configure two step rules for the new workflow step:

· One rule to email the approver if the Request Total Post Approved Amount is greater than the Approved Amount Before Booking or Total Approved Amount. 

· One rule to always skip this workflow step.

In addition to this feature, the Approved Amount Before Booking value can be used in Audit Rules and Exception messages, if desired. 

For more information, refer to the Concur Request: Audit Rules and Concur Request: Exceptions Setup Guides. 

 To create the workflow email notification:

96. Click Administration > Request.

97. Click Workflows (left menu).

98. Click Email Notifications. 

99. Select an existing email notification and click Copy.

100. Enter the email notification name. 
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101. Click Next. 

102. Add the necessary variables to the email body: 

· If the company has the Enable Request Segments to be updated by an itinerary when booking on an approved Request site setting enabled, the administrator uses the %TotalApprovedAmountBeforePEBK% and the %TotalPostApprovedAmount% variables in the email notification. 

· If the company has the Enable Request Segments to be updated by an itinerary when booking on an approved Request site setting disabled, the administrator uses the %TotalApprovedAmount% and the %TotalPostApprovedAmount% variables in the email notification. 
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103. Click Next. 

104. Add the variable to the delegate email. 

105. Click Done.

 To create the new workflow step:

106. Click Administration > Request. 

107. Click Workflows.

108. Select the desired workflow. 

109. Click Modify. 

110. Click Next. 

111. Click the Approved – Pending Booking workflow step. 

112. Click New. 

113. Add a new workflow step called Send Email.
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114. Click Save. 

115. Click Next. 

116. Select the Send Email workflow step. 

117. In the Step Rules area, click New.
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118. Create a step rule comparing the necessary variables:

· If the company has the Enable Request Segments to be updated by an itinerary when booking on an approved Request site setting enabled, the administrator uses the Approved Amount Before Booking and the Total Post Approved Amount variables. 

· If the company has the Enable Request Segments to be updated by an itinerary when booking on an approved Request site setting disabled, the administrator uses the Total Approved Amount and the Total Post Approved Amount variables. 
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This example will send the email if the Total Post Approved Amount (amount updated after the booking is done) is greater than the Approved Amount Before Booking by more than 10%. 

119. Click Save. 

120. In the Rule Action area, click New. 
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121. Create a new email action using the email notification. 
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122. Click Save. 
123. In the Step Rules area, click New. 

124. Create a new step rule that always evaluates true. In this example, the rule verifies that the employee ID is not blank.
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125. Click Save. 

126. In the Step Action area, click New. 

127. Select Skip Step in the Action Name field. 
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128. Click Save. 
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129. Click Done.
Configuring Pre-Approval Conditions

Concur Travel can be configured with two rule actions specifically designed for the Concur Request and Concur Travel integration:

· Require Pre-approval & Log

· Require Pre-Approval & Notify

[image: image25.jpg]Travel Policy Administration

Tty | Pty | vt St | £ | Tt e | Cot Tt | Roerst s | ot b

g .
s e e etcotiies oo 1

[ — 3
P T P e e ——)

| eSe— [

[Tt





The benefit of these rule actions in an integrated Concur Travel and Concur Request process is that they respond dynamically as different actions depending on the workflow (Approve then Book or Book then Approve). It is no longer necessary to create multiple Concur Travel rule classes for multiple Concur Request user groups if the travel policy is the same.

· For users in a group with the Approve then Book workflow, the rule will show in Travel as Log for Report or Notify Manager because the trip was pre-approved.  

· For users in a group with the Book then Approve workflow, the rule will show in Travel as Require Approval.

· Do not configure a “Require approval” condition in Concur Travel if the Approve then Book process is used. SAP Concur does not support a post-booking approval process if the trip was already pre-approved in Concur Request.

For more information about travel policy rule actions used when Concur Travel is integrated with Concur Request, refer to Appendix A – Travel Integrated with Request > Rule Actions section in the Concur Travel: Approvals, Rules, and Classes/Policies Travel Service Guide.

Required Configuration for Travel Integrated with Request

This configuration is required for clients using the following process flows:

· Book in Concur Travel, then create a Request

· Create a Request, then force booking in Concur Travel on Request submit

Clients that have selected the Enable Request Integration setting (in the Wizard Options section of the travel configuration page), MUST also select the Force Finishing before Approval setting (PNR Finishing Configuration section of the travel configuration page). If the Force Finishing before Approval setting is not selected, the client may experience problems with tickets not being issued. 

Additional information:

· For customers that auto-approve any Request, the Force Finishing before Approval setting may solve issues with the queue placement timing (approval queue and ticketing queue)

For customers that do not auto-approve, the Force Finishing before Approval setting does not create any risk of early ticketing as only the finisher runs, assuring that all fields are in the PNR, but the PNR is not placed in the ticketing queue until approval.
Agency Booking Configuration
If the Concur Request user should be able to decide whether the Request is booked by an agent or self-booked, the Request Configuration Administrator must add a custom field with a custom list to the Request header. Then the administrator modifies the workflow step rule to check for this field value. 

This functionality is used with the Approve then Book (starting in Request) process flow. For more information, refer to the Concur Request & Concur Travel Integration Process Flows section in this guide. 

 To create the booking method list:

130. Click Administration > Request.  

131. Click List Management
132. Click New.

133. In the List Name field, enter Request Booking Methods.

134. Click Save. 

135. In the list item area, click New. 
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136. Enter the following list items:
	List Item Name
	List Item Code

	Self-booked
	SELFBOOK

	Agency-booked
	AGENTBOOK


137. Click Done. 

 To add the booking method field to the request header:

138. Click Administration > Request. 

139. Click Forms and Fields.

140. Select Request Header in the Form Type list. 

141. Click the Fields tab.

142. Select an unused custom field (Custom1-Custom20).

143. Click Modify Field.

144. Make the following changes:

	Field
	Description/Action

	Field Name
	Enter "You want this trip to be"

	Data Type
	Select List.

	Default List
	Select "Request Booking Methods"

	Access Rights
	Set Request Employee Role to Modify. All other roles set to Read-only.


145. Click Save. 

146. Click the Forms tab. 

147. Select the desired form. 

148. Click Add Fields. 

149. Select the custom field. 
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150. Click Add Fields. 
151. Click the Form Fields tab. 

152. Select the desired form. 

153. Select the custom field. 

154. Click Modify Form Fields. 

155. In the Tooltip field, enter the following text, modified if necessary, to suit the company's travel policy:

Selecting “Self-booked” will allow you to book the itinerary in Concur Travel. Selecting “Agency-booked” will send this itinerary to a travel agent to book on your behalf. Depending on your itinerary, you may not be able to book in Concur Travel, especially if you need both air and rail, or if you need more than 6 Air Ticket segments.

156. Click Save. 

 To modify the workflow step: 

157. Click Workflows (left menu). 

158. Select the desired workflow. 

159. Click Modify. 

160. On the General page, click Next. 

161. On the Steps page, click Next. 

162. Select the Pending Booking step. 

163. Click New in Step Rules area.

164. Add a new rule checking for the custom field:
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165. Click Save. 
166. Click New in the Rule Actions section.

167. Select Skip Step. 
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168. Click Save. 

When the workflow skips the Pending Booking step, it should move to the Final Approval step. At this point, the email notification configured in the policy will go to the travel agent, letting them know to book the itinerary. 
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· For more information, refer to the Concur Request: Policies and Groups Setup Guide. 
Handling Requests That Can’t be Booked in Concur Travel

When using the Approve then Book process flow in Workflow, sometimes an itinerary being requested cannot be booked in Concur Travel. The request may be outside the capabilities of Concur Travel - such as an itinerary with more than 6 air segments, or the request may have dates in the past. 

If the itinerary cannot be booked in Concur Travel, a system message like the following will be generated:
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Handling Requests Outside Concur Travel Capabilities

The Concur Request administrator can add a custom field on the Request header so that a Request user can choose to have this type of itinerary booked by their travel agency, skipping the Approved – Pending Booking workflow step. This option allows the user to click Cancel at the error message, then update the Request header field to re-route the itinerary. 

For more information about creating this type of custom field, refer to the Concur Request Integrated with Concur Travel Configuration > Agency Booking Configuration section in this guide. 

Handling Requests with Dates in the Past

The Request administrator can configure Concur Request to handle itineraries that cannot be booked in Concur Travel because the request contains segment dates that are in the past.

One option is to create a workflow step rule that skips the Approved – Pending Booking workflow step when a Request segment date is in the past. 

Another option is to create a specific Request policy and workflow that never transitions through the Approved – Pending Booking workflow step for these Requests. 

NOTE: If you are using the Enforce Online/Offline policy setting (Administration > Request > Site Settings), and a user submits a Request with dates in the past, the user will automatically be sent to Concur Travel and will see an error message. There is no configuration to prevent this.

If your organization is using the Enforce Online/Offline policy setting and will be creating Requests with dates in the past, it is best practice to set the Enforce Online/Offline policy to Yes – Traveler Decides, and when a user is creating a Request with dates in the past, have the user click the Submit anyway button when the error message appears in Concur Travel.

The setting must be set to Yes – Traveler Decides to ensure the Submit anyway button is displayed in the error message dialog. The button is not displayed when the setting is set to No or Yes.

For more information about Request policies, refer to the Concur Request: Policies and Groups Setup Guide.

For more information about creating workflows, refer to the Overview - Workflow Configuration section in the Concur Request: Workflow – General Information Setup Guide.

For more information about the Enforce Online/Offline policy setting, refer to the Concur Request: Site Settings Setup Guide.

Offline PNR Retrieval Configuration

Clients that use the offline PNR retrieval booking within the Request process must have the following configuration for the appropriate workflow. 

 To configure the workflow step:

169. Click Administration > Request. 

170. Click Workflows.
171. Modify the desired workflow or copy an existing workflow.

172. On the General step, click Next.

173. Click New to add a new workflow step. 

174. Fill in the fields:

	Field
	Description/Action

	Step Name
	TMC Step

	Role
	TMC Agent

	Initial Status
	Submitted & Pending Approval

	Approval Actions
	Approve

	Agency Approval Notification
	None

	Enter Step Employee Notification
	None

	Email employee when step is complete
	Unselected (disabled)

	Can exit step with blocking exceptions
	Selected (enabled)


NOTE: Do not configure an Authorized approver step after the TMC step. If multiple authorized approvers are available, the system won’t choose one by default. The Request will then be stuck on the TMC step after the update.
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175. Click Save. The new step appears in the workflow.

176. Use the arrows to move the step to be right after the Request Submitted step.
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177. Click Done. 

Restrict Access to Travel Tab Configuration

SAP recommends that clients using the Approve then Book process flow restrict their users from accessing the Travel tab. Some clients have experienced duplicate Requests when their users bypass the Book/Book Travel link in the approved Request, and instead go directly to the Travel tab to book their trip after the Request is approved. The trip is treated as a new trip and causes a duplicate Request. 

This configuration hides the Travel tab for the user (including the Trip Library section of the Travel page), preventing them from booking in Concur Travel before creating a Request. This ensures that users are managing their trips in Concur Request. Users who are restricted from viewing the Travel tab can only book travel by selecting the Book/Book Travel link/button in the approved Request.  

To restrict access to the Travel tab, the company administrator must remove the Travel Wizard User permission from the desired users. This permission can be assigned to the user in multiple ways:

· Travel Wizard User check box on the User page

· Travel Wizard User permission on the User Permissions page

· Inherited from a group or rule class on the User Permissions page

· The 300/305 Employee Import, Travel Wizard User column

· For more information about the import, refer to the Shared: Employee Import Specification.

Removing the Travel Wizard User permission will have two effects that need to be mitigated by other user permissions. 

First, it also hides the Travel Profile section of Profile, which is required for booking travel. In order to allow users to manage their information in the Travel Profile, assign them the Profile User permission when removing the Travel Wizard User permission.

Second, users without the Travel Wizard User permission will be unable to book travel, even from an approved Request. In order to allow users to only book from an approved Request, assign them the Approve then Book user permission. Note that this also applies if a delegate wants to book on behalf of a user; it is not sufficient only for the delegate to have the Approve then Book user permission; the user for whom is booked will need this permission, or the delegate will not be able to book travel on behalf of this user.

NOTE: Please be aware that if a user and their delegate are assigned to the Request User permission and the Profile User permission, but are not assigned to the Travel Wizard User permission, the Can Book Travel check box will not be displayed on the Request Delegates page or Expense Delegates page (Profile > Profile Settings > Request Delegates or Expense Delegates). 

In other words, restricting access to the Travel tab is a valid approach to hone the Approve then Book process flow, but only for companies with no or limited bookings done by a delegate.

 To remove the user permission on the User page:

NOTE: After removing the Travel Wizard User permission on the User page, you must also assign the Profile User permission and the Approve then Book user permission to the user on the User Permissions page. 

178. Click Administration > Company > Company Admin.

179. Click User Administration (left menu).

180. Search for the desired user.

181. Click the user’s name. The User page appears. 

182. Clear (disable) the Travel Wizard User check box. 
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183. Click Save. 

 To configure the user in User Permissions:

184. Click Administration > Company > Company Admin. 

185. Click User Permissions (left menu).

186. Click Travel. The Administer Company Permissions page appears. 

187. In the Modify Permissions by list, select Users. 

188. In the User Name list, select the desired user. 

189. In the left pane, select the Profile User permission. This permission allows the user to maintain their Travel Profile information. 
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190. Click Add. 

191. In the right pane, identify the Travel Wizard User permission and where it is coming from. In this example, the user inherited the permission from the ALL group, and had the permission directly assigned to them. 
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192. If the permission was assigned directly, select it and click Remove. 

193. If the permission was assigned by a group, modify your group configuration as necessary to remove the user permission. 

194. In the left pane, select the Profile User and Approve then Book permissions.

195. Click Add. This assigns the Profile User and Approve then Book permissions to the user.

196. Click Save. 

· For more information about modifying Travel groups, refer to the Concur Travel: Company Administration User Guide. 

Passive Approval

The Passive Approval feature allows the Request approver to choose whether to act on a Request that is pending their approval. If the approver does not act on the Request, the Request is updated with the passive approval action. Without this feature, if the Request approval date expires, the Request remains in the Pending Approval status, leading to an inconsistency between the trip and the Request status.

The Passive Approval feature is configured per-policy on the Request Policies page. The Request Configuration Administrator can define the passive approval action. The administrator configures three settings for the feature:

· The passive approval action: This is set to Approve or Send Back. The Approve action will auto-approve all the workflow steps to set the Request status to Approved.

· The expiration timeframe (in days post-submit) for Requests pending approval: Once the expiration date is reached, the passive approval action is applied to the Request.

· The number of hours prior to the Last Approved Date of the Request to trigger the passive approval action: Once the configured hour is reached, the passive approval action is applied to the Request. The Last Approved Date is configured in Concur Travel and applies to Air and Rail segments.

NOTE: If Passive Approval is used, then the Approval Time Expired Action field must be empty. If not, the conditions would be in conflict.

For more information, refer to the Concur Request: Policies Setup Guide. 

Post Approval Trip Updates

The Post Approval Trip Update feature allows travelers to make changes to their travel plans after the Request has been approved, by recalling an approved Request and resubmitting it. This prevents the travelers from having to make their trip changes through a TMC, and provides an additional approval opportunity for the changed trip. 

Once the user recalls the Request, if it is already past the Last Approval Date, then the user has 24 hours from the time they recall the Request to resubmit it, or the trip will be cancelled. If the Request requires approval after re-submit, and does not receive that approval before the approval time limit, the trip is cancelled.

The Request Configuration Administrator can configure a workflow step rule, using the Previous Approved Amount variable, that compares the previous approved amount to the new approved amount. Depending on the difference, the client can decide whether the updated Request requires approval. SAP recommends that clients skip approval on the resubmitted request unless the amount has changed significantly.

The Post Approval Trip Update feature is only available to clients with a TMC that supports the feature. 

What the User Sees

Once approved, the user will be able to recall a Request for a trip they need to modify.
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After recalling the Request, the user clicks the TRIP section to change their trip.
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Then the user clicks Change Trip from the itinerary. 

Once the user has modified their trip, they need to resubmit the Request. Depending on the workflow configuration, the approval steps may be skipped, if the Request amount has not changed significantly.

NOTE: All the existing restrictions still apply. For example, modifying a flight ticket will be possible only if the option “Allow post ticketing flight changes” is available and activated for the client. 

For more information about ticketing restrictions, refer to Concur Travel: Travel System Admin User Guide.

Configuration

The Post Approval Trip Update feature is enabled in Request Policies. After the feature is enabled, a workflow step rule should be configured to skip the approval step if the amount change is small enough. The Previous Posted Amount variable appears in Workflow if the feature is enabled. 

 To enable the feature:

197. Click Administration > Request > Request Policies. 

198. Select the desired policy. 

199. Click Modify.

200. Select (enable) the Enable Post Approval Trip Update check box. 
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201. Click Next through the wizard. 

202. Click Done. 

 To configure the workflow step rule:

203. Click Administration > Request > Workflows.

204. Select the desired workflow. 

205. Click Modify. 

206. Click Next twice to reach the Step Rules step. 

207. Select the approval step. 

208. Click New in the Step Rules area. 

209. Enter the following values:
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210. Click Save. 

211. With the step rule selected, click New in the Rule Actions area.

212. Enter the following values:
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213. Click Save. 
214. Click Done.
☼
Applies to these SAP Concur solutions:


( Expense�( Professional/Premium edition�( Standard edition


( Travel �( Professional/Premium edition �( Standard edition


( Invoice�( Professional/Premium edition �( Standard edition


( Request�( Professional/Premium edition�( Standard edition
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