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We often overlook just how much 
technological change has impacted 
our lives and affected our behaviours. 
The drive towards mobile, self-
service, and easy accessibility to 
knowledge ‘on tap’ has permeated 
pretty much every aspect of our 
work and personal lives.

The area of travel is a great example of 
this. How we plan, book and experience our 
travel has changed markedly in recent years. 
With greater numbers of the global workforce 
being required to travel internationally for 
business more frequently, employers are 
keen to ensure that their employees have a 
positive end-to-end experience of company-
requested travel. They also need to ensure 
that travel doesn’t breach compliance rules 
for either their travellers or the corporate 
entity; internally, ensuring that travel policies 
are adhered to, and externally implementing 
compliance checks for employees alerting 
where business travel might trigger potential 
tax, social security or immigration exposure.

Employees themselves have a key role 
in this ever-changing picture too. Personal 
experience of social and commercial 
technology influences the expectations of 
corporate capability. It needs to be easy, it 
needs to be mobile and it needs to provide 
tangible value for the user.

To illustrate how these changes have affected 
business travel let’s consider the personal 
experience of a fictional executive, Jo Dervan, 
Marketing Director at KippaxKlean based in 

Middlesex, UK. Jo is excited about being asked 
to undertake a whistle-stop business trip 
visiting North, Central and South America. To 
really appreciate the difference however, we’ve 
slipped through a ‘time portal’ and can hear 
about Jo’s contrasting experience as it happened 
ten years ago, and in the present day.

Over to you Jo…
“Right, I must get this business trip sorted… 
I’m looking forward to going back to the 
US again – feels like a home from home 
the amount of times I’ve been there this 
year! Will be nice to visit Atlanta this time 
though. Maybe I can catch up with Patti if 
time at the conference allows? She always 
know the best spots to eat…

The most exciting thing about this trip 
though is that I am going to experience 
Costa Rica and Argentina too, both 
countries are on my ‘bucket list’ for travel. 
Okay, it is a work trip, but I should get a 
good feel for both places. Tick! Tick!

Two continents and three countries 
in 12 days is a big ask, and is going to 
be exhausting, but it can be done. So 
much work to pack in too, a number of 
important meetings, the conference in 
Atlanta and of course interviewing the 
final three candidates for the new Latin 
American marketing lead position.”

As we can see from Jo’s contrasting 
experiences on the next page, new 
technology continues to drive service and 
influence behaviour in the travel space, taking 

what was once an often cumbersome, paper-
based and manual process and enabling a 
much more structured, mobile, personal and 
self-sufficient traveller experience.

We are all familiar with how technology 
has revolutionised the booking and validation 
elements of air travel, as well as the sourcing of 
ancillary aspects such as accommodation and 
local transport; more freedom, more choice, 
more flexibility. If we examine Jo’s experience 
in the present day, her Smartphone really 
supported the vast majority of her travel 
movements – from booking and paying for 
her taxi to the airport, checking-in for her 
flight, informing her of her flight status and 
scanning her boarding pass through security. 
No doubt it was also used for a few purchases 
in the airport shopping area too!

Before her day of departure, technology 
also supported numerous processes involved 
in the planning and booking of her trip. 
Moreover it supported her companies 
travel policy for managing business travel 
compliance. She recalled using a gamified 
on-line training resource to identify the steps 
in the process that she was required to be 
aware of, and also used on-line and mobile 
services to check her travel compliance and 
initiate workflows directly to KippaxKlean’s 
tax and immigration service providers.

The compliance assessment that Jo 
undertook in just a few minutes was carried 
out on her phone and was computed using 
underlying immigration and tax logic. This 
logic, combined with the data the company 
held on Jo (nationality, home location, 
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passport, business travel history etc.), and the 
information she entered (dates and locations 
of her proposed travel, and the ‘purpose of 
travel’, selected from a simple pick-list of 
activities) – resulted in a real-time assessment.

It also enabled her employer, who has 
visibility to this assessment, as well as those 
for other company travellers, to be aware in 
advance of any potential compliance challenges 
and therefore any immediate or potential 
downstream actions required. Following 
the result of the assessment, at a touch of a 
button Jo was able to initiate a workflow to an 
immigration or HR representative for a quick 
telephone consultation. Alternative results 
would enable her to initiate an immigration 
case for a Business Visa or a Work Permit, or 
simply initiate the booking of her travel.

Contrast this to the experience in the other 
‘time zone’ ten years earlier. If employers 
were focussed on the compliance aspects 
of business travel at all it involved numerous 
manual, or at best email-driven steps and 
required the traveller, or their trusty assistant, 
to navigate the myriad individuals involved in 
supporting the process.

It wasn’t that organisations were less 
concerned about business travel compliance 
ten years ago, certainly not where immigration 
was concerned, but awareness of tax and 
social security exposures have historically 
been somewhat hazy, unquantified and 
crucially, often unowned within organisations 
(you wouldn’t necessarily expect Jo to know 
anything about tax compliance, but she did 
question whether it had been addressed).

Additionally obtaining the data points 
required to make a considered assessment of 
immigration, tax and social security compliance 
would have been a significant challenge in itself 
for busy in-house HR or mobility teams. Data 
often being tracked in several diverse systems 
with data consequently being difficult to 
access, interrogate and aggregate.

As with Jo’s shift from the plane’s selection 
of available entertainment in 2007, to her 
wholly personalised entertainment on her 
own devices today, it has taken a paradigm 
shift in technology to enable these new 
data-based capabilities to free organisations 
and travellers alike from laborious manual 
processes with little audit capability.

One other important aspect in this ‘time 
lapse’ analysis are personal and societal 
changes. Yes, technology clearly plays a role 
in shaping what we do and how we do it, but 
a lot of this change also comes from evolving 
human behaviours, often driven by the 
generational influences that shape us.

We typically think of the millennial 
generation being at the forefront of this change, 
and there is certainly some truth in that – new 
ways of thinking, working and interacting have 
permeated the workplace as this generation 
first entered the workforce, and is now starting 
to take up senior positions. However, they are 
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not the only ones to embrace or benefit from it. 
By birth Jo is actually part of ‘Generation X’, but 
closely identifies as ‘Generation C’. Generation C 
is not defined by the year of your birth, rather 
it is a mind-set meaning that anyone can be a 
member. Typically those within this profile 
like to be empowered by technology, have an 
on-line presence and are comfortable being 
‘connected’ the majority of the time.

We saw from Jo’s present day experience that 
she was very happy to use mobile technology 
services throughout. She communicated in 
numerous ways utilising various platforms – 
email, instant messenger, mobile Apps, social 
media etc. Her way of working is best described 
as agile; she worked in the office, at home, on the 
plane and probably in the cab and in the airport 
lounge too! This willingness to be available online 
and to continually interact reflects a change in 
our culture; technology is the enabler. Note also 
that Jo took time to relax on her journey which 
is hugely important. Frequent business travellers 
often have to show great physical and mental 
resilience, therefore management of mind and 
body is critical in attaining the right balance to 
support peak performance.

As organisations deviate from traditional 
international deployment models to more fluid 
approaches to mobility, greater numbers of 
the global workforce will be required to move 
locations for short periods. Technology will 
continue to evolve and support remote inter-
country virtual communications, which may 
well result in the rate of increase of business 

travel tailing off a little over time. Regardless, 
for the foreseeable future business travel 
will continue unabated and technology will 
continue to enhance agility, improve employee 
experience and enable real-time compliance in 
this area.

We’ve seen from Jo’s ‘time travel’ experience 
how much has changed in the last ten years, 
and we can only wonder at the technological 
advances and innovations that will come along 
in the next decade. Thousands of employees 
will be planning or taking their next business 
trip as you read this article, perhaps you are 
planning a trip yourself? Let’s hope that they, 
and you, have as enriching and compliant a 
travel experience as Jo did!

If you would like more information on 
Deloitte’s Business Travel Services, including Pre-
Travel Assessment capability, Deloitte Passport 
(gamified business travel learning), or our wider 
Global Workforce offering please contact us.
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