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The Case for Duty of Care

An SAP Concur Customer Survey Reveals the Gaps in Enterprise Readiness.
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Duty of Care Is
More Important Than Ever

Your people are your organization’s most important asset. And whether they're across
the world on business or across town for a meeting, duty of care means you have a legal
and moral responsibility to know where they are and to care for their well-being during
an emergency. In an increasingly complex world, it isn't getting any easier. In fact, it's
becoming more unpredictable and more challenging.

Providing duty of care takes more than just tracking what offices employees work from, or
knowing when they're traveling or not. You need a robust risk management plan in place to
effectively respond in the event of an emergency.

SAP Concur recently conducted a survey of 200 travel managers, HR leaders, and security,
risk and compliance professionals across enterprise companies to gauge the current state

of risk management and duty of care programs in various organizations. The results reveal

significant blind spots and inform what steps you need to take to effectively care for

your people.

46% of executives

said that health and travel security
incidents had an impact on their
business continuity in 2016.

Business Travel News



How confident are you that your
</ current travel program meets your

Enterprises Are Confident duty of care obligations?

in Their Approach

Among the companies surveyed, there is a high level

of confidence that duty of care is covered. 98% of
respondents feeling “Somewhat Confident” to “Very
Confident” that their current program meets their duty of
care obligations.

While respondents from these organizations genuinely
believe they are fulfilling duty of care obligations, it's
likely that major blind spots exist, remaining hidden only
because their current program has been good enough.
But when you dig a little deeper, it becomes clear that
they're missing steps to effectively predict risk and
ensure employee security in today’s increasingly risky
global landscape.

2% 49% 49%
Not Confident SomewhatConfident Very Confident

@ 98% express confidence in their approach to duty of care.




After a Closer Look,
Major Gaps Exist

When you dig a little deeper, it becomes clear that
organizations are putting themselves at risk by not doing
enough to protect their employees. While they may feel
like they're delivering on duty of care, they don't have the
tools or the programs in place to adequately manage risk
and keep their people out of harm's way.

ZEI-&_ What employee information do

E’H you store and update on a regular basis?

76% 74% 78% 42% 17%
Personal phone Home address Office Personal Other
location email

@ Nearly 25% of respondents don't store or regularly update
& employee contact information.



After a Closer Look,
Major Gaps Exist

When you dig a little deeper, it becomes clear that
organizations are putting themselves at risk by not doing
enough to protect their employees. While they may feel
like they're delivering on duty of care, they don't have the
tools or the programs in place to adequately manage risk
and keep their people out of harm's way.

Does every itinerary (hotel, air, etc.)
%D for every trip get captured within your

booking tool or TMC?

NO
33% I /

YES

i@%

58%

NOTSUREﬂ;
9% o

@ More than 40% either don't capture every trip within their
4 booking program or TMC or are unsure whether they do.



After a Closer Look,
Major Gaps Exist

When you dig a little deeper, it becomes clear that
organizations are putting themselves at risk by not doing
enough to protect their employees. While they may feel
like they're delivering on duty of care, they don't have the
tools or the programs in place to adequately manage risk
and keep their people out of harm's way.

i = Key Takeaway

Without itinerary details for every trip, you may
not know where your people are or what risks
they're facing. And even if you do know, do you
have a quick and reliable way to get in touch?

N How are you

e tracking employee location?

(e)

75% 17% 14% 18% 28% 27% 12%
Itineraries  Itineraries  Mobile eReceipts Travel Creditcard Other
from from check-ins requests charges
booking bookings
tool made

directly

with

suppliers

@ Nearly 75% rely on information from their booking tool to track
W employee location.
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E — | How often are employees monitored?

Limited Visibility =
Limits Your Response

Knowing where your people are is just one part of the
equation. You also need to know the risks they face
and, when an emergency happens, respond as quickly
as possible. And yet, most enterprises don't have the
ability to proactively monitor risk, let alone reach out to
impacted employees during a crisis.

27% 15% 36% 22%
24 hours a day, Within normal When an employee Other
7 days a week business hours, reaches out

5 days a week

@ 36% of those surveyed monitor employees only when they
reach out.
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Limited Visibility
Limits Your Response

Knowing where your people are is just one part of the
equation. You also need to know the risks they face
and, when an emergency happens, respond as quickly
as possible. And yet, most enterprises don't have the
ability to proactively monitor risk, let alone reach out to
impacted employees during a crisis.

i = Key Takeaway

You can't keep your people safe if you're not
seeing risks until they become real. And when
trouble strikes a world away, you need the
partners and resources in place to get your
people to safety.

Are you using a third party for global advisory data and
risk alerts?
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More than half of respondents are either unaware of or are not
using third-party experts to monitor risk.

Do you have the resources and expertise to assist and
extract employees in the case of an emergency?

NOT SURE 36%
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53% either don't have or don't know whether they have the
resources to assist and extract employees in an emergency.



In a Crisis, Communication
Breaks Down

Once you know where your people are, you need the
ability to connect and communicate with them until
they've reached safety. This may be easier said than
done, especially in an emergency. Do you have the
ability to reliably connect during a crisis? Based on the
responses, most companies should not feel confident
that they do.

i = Key Takeaway

In an emergency every minute matters. Yet too
many companies are relying on communication
methods that are slow or can be easily disrupted
during a crisis, potentially harming their response.

32%
Text

9

How are you alerted when travelers
are impacted by a high-risk event or
travel disruption?

15% 60% 15% 11% 21% 10%
Phone Email In-app I'm not Not sure Other
call notification alerted

Email is the most common (60%) way organizations are notified of
high-risk events, which can delay their response.



You need a dynamic support system to
support employees anytime, anywhere.

Hoping there won't be an emergency isn't a plan. And
assuming that your current approach is good enough just
because it hasn't been tested isn't reliable. An emergency
can arise anytime, anywhere, and you should be prepared to
respond when your people need you.

To protect employees and provide duty of care, you need
to know where your people are, what threats they're facing,
and have the ability to get in touch at a moment's notice.

Elements of Best-in-Class Duty of Care Programs

1. Pinpoint
employee locations

Collect employee location
and itinerary information
in one place so you know
where they are now and
where they're going next,
even if they booked outside
managed programs.

4. Ensure two-way
communications

Relying on email or a
phone call won't cut

itin acrisis. You must
have a multi-channel
communications plan
that includes voice, email,
SMS and apps to ensure
your messages can't

get through.
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2. ldentify risks and
assess their impact

Mitigate risk by providing
pre-travel advisories and
reports that educate
employees on potential
issues during their trip.

5. Get your people
to safety

In the most extreme
circumstances, you may
need the expertise and
resources of third-party
partners to provide onsite
logistical support

to locate and escort

your people to safety.

s

A LA

3. Actively monitor
employees

Track global events

and employee locations
in near real time to
identify trouble and take
action quickly.



Duty of Care Is Too Big to Handle Alone

&

The responsibility for meeting duty of care obligations often falls on more than one team within a company. In fact, among respondents to our survey, most
relevant tasks fell into four categories: Travel (33%), Risk & Compliance (8%), Safety & Security (20%) and HR (39%). While this may help explain

the existance of blind spots, it also underscores the core challenge facing enterprises: duty of care and risk management are simply too complex and too
important for one person (or even one department) to handle alone.

Fortunately, you're not in this by yourself. You can manage risk and meet your duty of care obligations with solutions from SAP Concur. You can implement a
powerful risk management and communications program that allows you to:

Find all employee Proactively monitor Reliably communicate Confidently fulfill
location and itinerary risks that may affect with employees and duty of care
information in your team. connect them to responsibilities for
one place. expert support. every employee,

In an unpredictable world, you can never completely eliminate risk. But with the right tools and partners in place, you can be better prepared for it and do
more to meet the duty of care obligations your people depend on.

Contact SAP Concur or click here to learn more about our duty of care solutions.


https://www.concur.com/en-us/duty-of-care?pid=sales&cid=client_doc_igraph_0418

SAP Concur

© 2018 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SAP SE or an SAP
affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its distributors contain
proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or warranty of any kind,
and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials. The only warranties for SAP or SAP affiliate
company products and services are those that

are set forth in the express warranty statements accompanying such products and services, if any. Nothing herein should be construed as constituting
an additional warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or any related
presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation, and SAP SE’s or its affiliated
companies’ strategy and possible future developments, products, and/or platform directions and functionality are all subject to change and may be
changed by SAP SE or its affiliated companies at any time for any reason without notice. The information in this document is not a commitment,
promise, or legal obligation to deliver any material, code, or functionality. All forward-looking statements are

subject to various risks and uncertainties that could cause actual results to differ materially from expectations. Readers are cautioned not to place
undue reliance on these forward-looking statements, and they should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered trademarks of SAP SE
(or an SAP affiliate company) in Germany and other countries. All other product and service names mentioned are the trademarks of their respective
companies.

See htip://global.sap.com/corporate-en/legal/copyright/index.epx for additional trademark information and notices.

EB 2018 DOC Survey Report enUS (18/04)

THE BEST RUN w


http://global.sap.com/corporate-en/legal/copyright/index.epx

