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RETURN TO TRAVEL
FRAMEWORK 
AN OPPORTUNITY TO EVOLVE YOUR TRAVEL PROGRAMME

We will support  
you with expertise
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THE SURVEY HAS SHOWN US THAT : 
� 52% of travellers expect to resume business

travel in the next three months, albeit in a
phased approach.

� While a large portion of respondents
indicated a need to revamp travel policy post
COVID-19, 28% of respondents were unsure
what needed to change.

� Traveller and supplier health and  hygiene
and duty of care were the top ranking
considerations for policy change.

Our ‘Return to Travel’ framework is designed to 
be collaborative. This is not about giving you a 
checklist and leaving you to manage the 
process alone. Our people, as evidenced 
throughout this entire pandemic, are our 
greatest asset and will continue to support 
you with proactive, professional advice and 
exceptional service.

UNDERPINNED BY: 
� An aggressive and agile approach to

technology development to help customers
navigate the evolving COVID-19 landscape.

� Global Hotel Operational Survey (May 2020)
and Global Hotel Hygiene Audit (June 2020).

� Data, analysis and benchmarking to drive
decision making across every aspect of
your program.

There’s no more powerful combination than 
people, data and technology to lead you 
through the emergence of travel and take 
advantage of the opportunity to evolve to a 
stronger, smarter travel program.

RETURN TO TRAVEL 
FRAMEWORK
The question uppermost on our customer’s minds is ‘when will we return to travel?’ 
The next question is ‘How?’.  Following hundreds of conversations with our clients 
and our travel partners, as well as the results of round one of our global State of 
the Market survey, FCM has built this framework to remove confusion, 
create direction and empower customers to take confident action.
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Travel Policy
Understand the key considerations you 
need to ensure your policy is fit for 
purpose in a new travel landscape

Safety & wellbeing
Addressing both traveller 
concerns and your exposure to 
risk as travel opens up

Cost consideration
Take measures to optimise your 
budget without impacting the positive 
benefits of travel to your business

� Redefine permissible travel and ROI 
with new approval workflow

� Close the gap on leakage. Travellers 
to comply with preferred suppliers

� Consider mandatory booking 
channels and apps

� COVID addendum created for travel 
policy

� Relaunch interim travel policy and 
communication plan

� Supplier viability report and 
operational status update

� Supplier audit and certification of 
hygiene protocols

� Credits on hold management 
strategy

� Rate audits and renegotiation 
where applicable

� Contract negotiation and sourcing

� Assess traveller readiness
and sentiment

� Equip travellers with information and 
resources to support their trip

� Implement traveller tracking, 
notification & communication tools

� Ensure alerts and situational 
monitoring in place

� Review/create documented travel risk 
management strategy

� Proactive demand management & 
travel ROI assessment

� Behavioural changes, eg. cabin, 
advance purchase, day trips, rate caps

� Drive OBT adoption which 
incorporates Covid advice

� Benchmark 2019, 2020-21
vs new budget

� Revisit supplier category plans to 
shift cost

Vendor Management
The actions you can take to give you 
choice and control when it comes to 
the suppliers in your program

FCM TOOLKIT
FCM customers can take advantage of our comprehensive technology and data solutions to support your 
preparation and return to business travel. Reach out to your Account Manager for more information.
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The survey revealed that the top two triggers for a 
return to travel are:

1. To win new business
2. To manage existing relationships

No doubt businesses will be looking to regrow 
quickly following the impact of the COVID-19 
pandemic, however, the results also revealed that 
most expect a staggered return to travel and 
recognised that health and hygiene and duty of 
care for and safety of their travelling employees 
must be their top priority.

The following consideration guidelines and 
accompanying workbook have been created as a 
guide, but every organisation is different and has 
varying needs. This is where the TMC relationship 
becomes a crucial partnership in working through 
the right path forward for your business.

AN APPROACH GROUNDED 
IN FACTS
Our global State of the Market Research project has 
provided us with oversight of the prevailing market 
conditions with a view to informing and guiding our 
customers in a ‘rebound’ strategy.

In addition to the survey, we have analysed our 
own booking data as well as Google search trends 
to unlock broader consumer insights and 
combined that with flight schedule and 
accommodation data to monitor supply patterns. 
In tandem with this, we’ve tapped into industry and 
third party data to enrich the pool of information.

This process means that our guidance to you is 
firmly grounded in facts, not opinions and based on 
what nearly 2000 respondents have advised their 
priorities, concerns and challenges to be.

BUSINESS TRAVEL PESRPECTIVES 
TRIGGERS FOR TRAVEL Little to no impact

0% 100%90%70% 80%60%

Some impact Significant impact

To win new business (sales and/or marketing initiatives)

To facilitate internal meetings amongst our people 
(planning, learning and development etc)

To engage in research and/or product development.

To manage existing customer relationships

To better manage supply chain (import, 
wholesale, vendor management etc).

To facilitate conferences and/or events

To move our workforce around different work locations

39%35%18%

44%

37%

14% 49% 34%

13%38%39%

35% 38% 22%

15%40%37%

39% 16%

35% 18%
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RESOURCES
� A clean new world for travellers post-Covid-19

� Travel News Hub

� Sample Traveller Survey (see page 14)
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PREPARATION
• Understand your triggers for travel and how you’ll evaluate the need, and ROI for travel.

• Understand your travellers’ state of mind by taking a ‘pulse’ survey. This will not only
help to identify nervous travellers and their concerns but also those who are likely to be
overly risk-tolerant.

• Consider pre and post travel health checks. Identify any ‘vulnerable’ travellers with pre-
existing conditions which may classify them as a higher ‘risk’.

• Consider post-travel debriefs to share information on the travel experience and use this
to both refine the process and inform other travelling employees.

• Review your resources. Have you reduced the number of resources supporting your
travel program and could any of the functions performed be outsourced to your TMC?

• Review your company’s insurance policy to identify if any adjustments are required for
adequate coverage.

• Create a communication plan to relay all changes and updates to your bookers and
travellers. Implement a forum to keep them up-to-date on new protocols and processes
as they evolve.
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CAUTION
Booking directly with suppliers, non-approved third parties, or online consumer sites exposes 
travellers to risk (no booking visibility), reduces the company’s leverage with suppliers, and could 
expose the company to financial loss (i.e. no recourse for cancellations).

TRAVEL POLICY
Taking the time to review and refine your travel policy in line with the current environment 
will underpin a confident return to travel. This is also the time to leverage the opportunity 
to address legacy leakage and compliance issues. 

BUSINESS TRAVEL PERSPECTIVES 
Travel Policy Updates

Unsure

-300 -200 -100 0 100 200 300 400

No Yes

Duty of care considerations

More structured approval processes

A shift to higher levels of online booking adoption

The introduction of more cost conscious booking policies

A desire to reduce travel bookings made outside of our core 
travel management provider

Traveller and Supplier Health & Hygiene Considerations

We don’t see any reason to modify our current Travel Policy
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KEY CONSIDERATIONS
Review your policy stakeholder group and 
decide whether this needs to expand to 
include departments not previously involved

Rather than rewrite your entire policy, refine it 
and make it agile. The outcome should be to 
have a policy in place which always reflects 
the current environment, the company needs, 
and traveller safety. 

Define your version of ‘permissible travel’, 
ie. Permissible travel = Approved reasons 
for travel + traveller preparedness + 
Government guidelines. Avoid using broad 
terms like ‘essential travel’ as this is open to 
interpretation.

If not already in place, add ‘trip purpose’ to 
booking and expense reports with a defined 
list of reasons to select from.

Review current approval workflows. Do you 
require an additional approval layer in the 
short to mid term?

Should you provide a framework whereby 
travellers can decline a requirement to travel, 
eg. for personal reasons, health concerns?

Consider incorporating risk rating review 
within the approval process (ensure you have 
access to local and global COVID-19 status 
by city and country.*)

Provide information at point-of-sale (HUB, 
OBT, app, Consultant) to assist bookers and 
self-bookers to make informed choices on 
bookings or requests for bookings. This 
would include quarantine rules and

immigration requirements for their 
destination*.

Take the opportunity to drive greater 
compliance with travellers more willing 
to travel within policy utilising audited 
properties and airlines.

Consider introducing requirement to sign a 
waiver if booking outside policy-approved 
properties or airlines (ie have not undergone 
health & hygiene audit) 

What apps are considered mandatory for 
travellers to use to stay informed in-trip? Eg. 
Sam.

Clearly identify operators who meet 
minimum hygiene standards at point of 
booking.

Define the process to follow should a 
traveller become ill or have any concerns 
while travelling (see also Health & Safety 
protocols).

Does the VIP/Executive policy component 
within the policy also need to be reviewed or 
altered?

Will you allow extensions for ‘bleisure’ travel. 
Does this require waiver by the traveller for 
the leisure component of their journey?

Evaluate what other companies with model 
travel programmes are doing during, and 
immediately following, this crisis and 
benchmark your company’s performance.

RESOURCES: 
� The importance of an interim travel policy

� Will leakage from travel policies be
impacted by Covid-19

� Travel News Hub

� FCM Consulting

� FCM Reporting & Analytics

� FCM Approve

� Agile technology to support duty of care
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https://www.fcmtravel.com/en-uk/whitepapers/interim-travel-policy
https://www.fcmtravel.com/en-uk/will-leakage-travel-policies-be-impacted-covid19
https://www.fcmtravel.com/en/will-leakage-travel-policies-be-impacted-covid19
https://www.fcmtravel.com/en-uk/services/consulting
https://www.fcmtravel.com/en-uk/technology/fcm-connect/reporting
https://www.fcmtravel.com/en-uk/technology/fcm-connect/approve
https://www.fcmtravel.com/en-uk/getting-back-to-business/support/agile-technology-duty-of-carerisk-management


SAFETY AND 
WELLBEING
With traveller and supplier health and hygiene and duty of care ranking as the 
top considerations for policy change, it follows that implementing a strategy to ensure 
you are minimising the risk to your travelling employees is also key. It will also be 
important to provide your travellers with access to the information, tools and apps they 
need to feel confident in returning to travel.
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Business Travellers will look to their employer for reassurance:

88%
said their organisation deeming it safe to travel would be a key trigger to resume travelling

BUSINESS TRAVEL PERSPECTIVES 
Traveller Sentiment
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� Traveller News Hub

� Boost your travel risk management with
Sam

� Secure Travel Risk Management Platform

� Hotel hygiene matrix
� A starter kit to travel risk management

� Roadmap to business travel during
Covid-19
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• Identify the main concerns of travellers and
what you can put in place to provide
confidence for nervous employees.

• Ensure travellers are educated and informed
about new protocols in place, eg. at airports,
onboard, in-destination, ground transportation.
Produce a checklist.

• Pre and post travel health checks. Identify any
‘vulnerable’ travellers with pre-existing
conditions.

• Conduct post-travel reviews to identify areas
of concern and opportunities for improvement.

• Define the process to follow should a traveller
become ill during their trip or have any
concerns while travelling, including who they
should contact.

• Do you have appropriate traveller tracking, check-
in (as safe) option, push notifications and on the
go travel advice?

• When was the last time you reviewed your
duty of care and travel risk management
strategy? Do you have the right reports/
dashboards in place to instantly know
where your travelling employees are?

• Implement a forward risk planning report
to ensure awareness of potential risks
before they occur.

• If governments or providers require
personal protective equipment to be worn
during travel or in public spaces, will you
provide this for your travellers? If not, will
they be able to expense the purchase of
such equipment?

• Will you allow employees to attend events
or conferences, either as attendees or
presenters, in the near- to mid-term?

RESOURCES: 

KEY CONSIDERATIONS
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https://www.fctgtravelnews.com/
https://www.fcmtravel.com/en-uk/technology/mobile
https://www.fcmtravel.com/en-uk/technology/fcm-connect/secure
https://www.fcmtravel.com/sites/default/files/2020-06/4D%20Chain%20Hotel%20Health%20Strategies_20200602.pdf
https://www.fcmtravel.com/en-uk/resources/blog/travel-risk-management-beyond-covid
https://www.fcmtravel.com/sites/default/files/2020-07/FCM%20Roadmap%20to%20Business%20Travel%20During%20COVID-19.pdf


SUPPLIER 
MANAGEMENT
In an environment where business travel conditions have changed dramatically, it 
puts rise to a need to review, reconfigure and renegotiate with your key suppliers. 
With many operators dramatically impacted, you may also need to source new 
partners for your re-emerging travel programme.

BUSINESS TRAVEL PERSPECTIVES 
2020-21 Hotel Rate Strategic Shifts
Hotels forecasting rate changes across the region

Are offering decreases 
AVG -.4.4%

Are offering rate holds 
at 2019 volumes

55%
Holding Rates

32%
Reducing Rates 

3-6 months
Special Deals

Rates in first 12+ weeks to 
attract guests post COVID-19

50%
Supply & Demand 

Offering seasonal & 
dynamic pricing
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Supplier certification - process to ensure 
providers meet minimum requirements for 
safety and hygiene protocols*.

Present protocol information to bookers and 
self-bookers at point of sale.

Have an understanding of what carriers will 
continue to operate on the relevant routes for 
your business and which accommodation 
providers remain open (at the time of publishing 
8000 hotels globally remain closed)*.

Ensure awareness of changing terms re 
cancellations, credits and extensions*

Automated management of credits at point of 
booking to ensure every dollar is utilised.

Determine which rates will be held and those 
which will need to be renegotiated 
(downwards).

What is the status of current agreements with 
airlines, hotels, car rental providers, travel 
agencies, etc.? Have any expired during the past 
few months, or are any due to expire 
in 2020? For those agreements, is the best 
course of action to simply seek extensions for 
another period (6 months to a year) or should we 
use the changes in the industry to try to secure 
better terms for a longer agreement? 

Car hire and ground transportation in general 
may play a greater role in an emerging travel 
program, particularly if some regional air 
routes do not return. Review the car hire 
component of your program.

Consider a managed ground transportation 
program with formalised vendor to avoid 
greater risk of public transport or public taxi.

Determine what role the travel management 
agency will assume in guiding travellers to 
make good decisions. 

Should travelers be allowed to book online or 
only through an agent for the time being? 

If traveler books online or through another 
source, how will the company ensure that a 
proper review has occurred?

Consider the available tools and resources to 
track compliance.

Establish how to determine which destinations 
are safe and the process for documenting a 
destination as ‘safe’. 
Which tools are available to help make these 
determinations?

• Hotel hygiene matrix

• Traveller news hub

• Global Hotel Perspectives report

� Global hotel survey

� How will buying behaviour change in future
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RESOURCES: 

� Global Hotel Closures Map
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https://www.fcmtravel.com/sites/default/files/2020-06/Survey%20Results_public%20release.pdf
https://www.fcmtravel.com/en-au/byyourside/register-now-industry-perspective-future-business-travel-landscape
https://www.fcmtravel.com/en-uk/resources/blog/how-will-buying-behaviour-change-future
https://www.fcmtravel.com/sites/default/files/2020-06/4D%20Chain%20Hotel%20Health%20Strategies_20200602.pdf
https://www.fctgtravelnews.com/
http://https//www.google.com/maps/d/u/0/viewer?mid=1qW2qM_04Z_T7eBDoj6Rh1-NtpsPwjHZt&ll=22.10976472419853%2C37.71362014999994&z=2
https://www.fcmtravel.com/en-uk/resources/4d-hotel-perspectives-report


COST CONSIDERATIONS
While safety and wellbeing ranked as the number one consideration in our global re-
search, the impact of the COVID-19 pandemic on business in general means that cost 
management will also be an integral strategy in what will, in many cases, be a tentative 
return to travel. 
Often the need to travel goes hand in hand with your business growth strategy. Taking into account your 
key triggers for a return to travel, it will be important to take measures to optimise your budget without 
impacting the positive benefits of travel to your business.
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What are the company’s short- to mid-term 
revenue and expense goals, and how 
dependent are these goals upon business 
travel? 

Proactively review demand management. This 
doesn’t necessarily mean ‘to travel or not to 
travel’. Considerations include: does everyone 
need to make the trip, can it be achieved in 
same day travel etc. 

Utilise the availability of richer COVID-19 
advisory content and hotel hygiene 
certification at point of sale to drive 
increased adoption of online booking tools.

Consider changing your policy to downgrade 
from business to premium or economy air 
travel.

Consider dropping a star rating in your hotel 
programme, eg. 5-star to 4-star.

Block non-preferred carriers within your online 
booking tool to optimise your negotiated 
deals.

Benchmark 2019 spend v new budget.

Implement a cap at major destinations that 
limits the maximum room cost which can be 
booked.

Are there types of travel, for example for 
internal company meetings, that can be 
reduced/eliminated with continued use of 
videoconferencing? Quantify pre-COVID 
patterns to project potential savings.

Are any further investments required, like 
additional video conferencing licences and 
training that will help facilitate a policy of 
focusing primarily on revenue-generating 
travel?

KEY CONSIDERATIONS

RESOURCES: 
� In Conversation with... CFOs� Global Hotel Perspectives Report

� 4 reasons not to postpone your hotel RFP
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https://www.fcmtravel.com/en-uk/resources/insights/not-postpone-hotel-rfp
https://www.fcmtravel.com/en/byyourside/webinar-in-conversation-fctg-cfos
https://www.fcmtravel.com/en-uk/resources/4d-hotel-perspectives-report


EXAMPLE TRAVELLER PULSE 
SURVEY QUESTIONS

Extremely nervous 

Not at all confidentNot at all confident

Less than 
one month

Between 1-3 
months

Between 3-6 
months

Extremely excited 

Very confidentVery confident

More than 
12 months

1         2        3        4         5        6         7        8        9       10

1         2        3        4         5        6         7        8        9       101         2        3        4         5        6         7        8        9       10

Concerned

1         2        3        4         5        6         7        8        9       10

Concerned

1         2        3        4         5        6         7        8        9       10

Concerned

1         2        3        4         5        6         7        8        9       10

Concerned

1         2        3        4         5        6         7        8        9       10

Unconcerned Concerned

1         2        3        4         5        6         7        8        9       10

Concerned

1         2        3        4         5        6         7        8        9       10

On a scale of 1 – 10, how do you feel 
about returning to travelling for work?

On a scale of 1 – 10, how confident do 
you feel that you have access to tools to 
safeguard your health while travelling? 

When are you expecting to resume work 
travel in your role?

On a scale of 1 – 10, how confident do 
you feel that your health and safety will 
be looked after while travelling?

If you are asked to return to work travel, are you concerned about any of the following?

Travelling with a co-worker 

Unconcerned 

Flying on a plane 

Unconcerned 

Travelling in a taxi /ride share 

Unconcerned 

Staying in a hotel/other accommodation 

Unconcerned 

Hiring a car

Crowds at airports 

Unconcerned 
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THE POWER OF 
PEOPLE
We started this document by stating that there’s no more powerful combination than 
people, data and technology, to lead you through the emergence of travel and take 
advantage of the opportunity to evolve to a stronger, smarter travel programme.
Having access to the best data and leading technology is important, however, as we’ve seen throughout the 
Covid-19 pandemic, it’s people who really make the difference in a crisis.

We’re proud to share just some of the comments our people inspired over the past few months:

      The team at FCM feel more like colleagues. 
Shannon is always willing to help and provide 
assistance to all our employees. You can actually hear 
her smile on the other end of the phone! Thank you for 
making our corporate travel world easy.”  

- Olivia Mason, Ascender

      Professionalism, patience, empathy and 
compassion. Coffey works in some countries that are 
challenging to travel to and from in the best of times 
and COVID-19 made the challenges that much harder. 
They handled my sometimes frantic/frequent calls/
emails and also calls from our anxious travellers in a 
calm and efficient manner”  

- Jane Ward, Travel Co-ordinator, Coffey

      We have needed so much to be done out of 
hours… reports, booking cancellations and multiple 
amendments. The FCM team has gone over and 
above,  managing a high volume of calls from staff. 
They have proactively kept up to date on Covid-19 
related items including any travellers on flights with 
known COVID cases”  

- Amy Turton, Travel Manager, WSP

      Even though you may be apart from us, you are 
not alone and we will see you back very soon helping 
our travellers get to their destinations. You are a 
brilliant team and the best in the industry.  I have been 
doing Kellogg’s travel now for 28 years and I know!” 

- Christine Carson, Kellogg’s
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