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How National Bank reinvented its expense experience
Real-time expense reporting means less risk and more 
revenue for this Canadian bank.
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Quick Facts

Company Name
Bank National

Solutions  
• Concur Expense
• Concur Travel

Industry
Bank

Company Size  
20,000 employees

Location
Montreal, Quebec  

Why SAP Concur?
Digitization and automation have helped the bank 
save time and money, become more agile and 
compliant and drive revenue – all while improving 
its employee and customer experiences.

ABOUT NATIONAL BANK
National Bank of Canada, together with its subsidiaries, forms one of Canada’s leading integrated 
financial groups. It has more than 20,000 employees in knowledge-intensive positions and has  
been recognized numerous times as a top employer and for its commitment to diversity.
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Leading by example

Creating a standout experience for its 2.4 million personal banking customers  
is always a priority for National Bank. When a key internal process – expense 
reporting – began to infringe on that customer experience, not to mention 
negatively impacting the employee experience too, it was time for a change.

Like many organizations, National Bank had a longtime manual expense process  
in place – one that was time consuming, frustrating and at times, inaccurate. 
Employees would complete a spreadsheet of expenses. Then, they’d use National 
Bank’s ATMs to submit envelopes full of receipts.

While it was no doubt a creative solution, it was also overdue for being digitized. 
Not only was the process still cumbersome and paper heavy for employees, but 
it was affecting the customer experience, too. “At the time, it was a pretty good 
idea, but we realized that we were taking our clients actual space waiting for the 
ATM machines,” says Frank Maniscalco, senior manager, accounting operations 
and a 20-year veteran of the bank. 

With help from SAP Concur, National Bank changed the game. 

“Concur Expense is definitely a game changer in our day-to-day 
operations.”

– Frank Maniscalco, senior manager, accounting operations



4 / 7

© 2021 SAP SE or an SAP affiliate company. All rights reserved.

For the sixth-largest bank in Canada, processing 25 million 
expenses per year, the ability to gain efficiency and accuracy has 
had a huge impact. 

The previous manual expense scenario was clearly cumbersome 
and wasting both employee and customer time. It was also 
leading to mountains of paper. “Every morning, we would receive 
bags of internal mail that we would pull out and check them one by 
one. We had employees validating expenses, processing 
conformity on our policies, manually,” Maniscalco says.

Not only was that not in line with sustainability practices, 
but archiving the paperwork was becoming costly. It also meant 
a nightmare audit process. “We had a lot of archives being 
sent over to our suppliers to maintain all these paper-based 
expenses,” Maniscalco says. “When we had audit issues, we had 
to call back the boxes, going through the audit manually, trying
to look for the expense report, if it was misplaced.”

When National Bank began upgrading ATMs, it was time to rethink 
the expense process, too. National Bank began using Concur 
Expense in 2015, automating expense reporting and 
management in a cloud-based platform. 

Data security, automation and easy implementation and 
integration with current systems were all selling points for 
selecting SAP Concur as its partner in this major digitization 
effort. Maniscalco describes the process as essentially 
plug-and-play, easy on the IT department, finance team and 
employees who needed little training to be up and running fast.

Immediately after implementing Concur Expense, employees 
could submit expenses much faster, from wherever they 
are, paper free.

Moving mountains  
of paperwork 
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© 2021 SAP SE or an SAP affiliate company. All rights reserved.

5 / 7

 
 
The move to Concur Expense has reinvented the expense experience 
for employees submitting expenses, managers who approve them 
and the accounting team. “The implementation of Concur Expense 
changed our day-to-day process, in terms of being efficient in our 
process, automating our controls and our policies,” Maniscalco says.

The Concur Expense mobile app makes it easy for employees to take 
pictures of receipts and submit expenses on the go. Managers can 
use the same app to approve expenses in real time. In an era of more 
remote work, with employees and managers not necessarily in the 
same physical space, National Bank’s accounting team has been able 
to rely on Concur Expense to keep it from falling behind. 

“Our employees don‘t have to be on site to process the expense 
report. If they have an appointment during the day, they could take 
back their time and process them at night. That was also another 
game changer for us,” Maniscalco says.

For the finance team, more automation and efficiency also mean 
changing their mindset to focus on more analytical – and more 
meaningful – work. For younger employees especially, curbing 
repetitive manual tasks has been a huge positive.  

Along with the user friendliness of the app, Google Maps integration 
with Concur Expense also helps track mileage, which is especially 
crucial for ensuring accuracy when claiming taxable benefits. As a 
bonus, it gives the company greater visibility into the carbon 
footprint of employee travel, which helps inform sustainability 
policies. 

The benefits of digitizing the expense experience have extended 
beyond supporting individual employee expenses to also making 
the bank’s branches more agile in their operations. Smaller branches 
who need to pay local vendors, such as plumbers, now use 
corporate credit cards and Concur Expense, instead of a manual 
invoice process. 

That makes for a more streamlined, efficient process that also 
reduces the burden on the accounts payable department. 
Maniscalco estimates that before using Concur Expense for that 
purpose, it cost the bank between $15 and $20 to process an 
invoice from a vendor. Today, that’s closer to $6. 

“The reporting side of it gave us that visibility on the vendors that we 
don‘t necessarily have a contract with. That in terms of compliance 
helped us a lot in reinforcing our policies,” Maniscalco adds.

Reinventing  
the expense experience 
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Less risk,  
more revenue with  
real-time data
 
Accessing real-time data and automation through Concur 
Expense also means less risk and more revenue for 
National Bank. 

With up-to-data expense data and AI technology designed 
to spot discrepancies – specifically, optical character 
recognition that extracts information from receipt 
photos – the National Bank team can detect errors 
sooner, such as employees inadvertently submitting 
the same expense receipt over multiple months or 
using the corporate card for a personal expense. 
Errors like that were more common and difficult to 
catch back when the bank had a manual process. 
Now, the team can send back expenses for employee 
review sooner and correct errors within 24 hours. 

With about 3,000 corporate credit cards, National 
Bank’s policy is to always pay the bill at the end of the 
month and chase any delinquencies later. With Concur 
Expense, that’s an easier process. Automation to track 
expense errors at the source has saved National Bank 
about $50,000 annually. 

Gaining confidence in reporting and spotting errors 
through Concur Expense also allowed National Bank 
to take advantage of running more expense volume 
through corporate credit cards – to the tune of an 
additional $8 million per year. With 2% cash back 
for those purchases, it’s become a major revenue driver 
for the business. 

Modernizing expenses is just one part of a larger 
transformation underway at National Bank, to become 
even more agile. “I know there‘s a lot of potential in 
the artificial intelligence in automating more controls. 
That‘s where I think we will be investing ourselves in 
the near future,” Maniscalco says.

For him, digitization is the clear path forward for National 
Bank, as it strives to become an increasingly resilient 
organization that can better serve its employees – and 
its customers.

ABOUT SAP CONCUR
SAP® Concur® is the world’s leading brand for integrated 
travel, expense, and invoice management solutions, 
driven by a relentless pursuit to simplify and automate 
these everyday processes. The highly-rated SAP Concur 
mobile app guides employees through business trips, 
charges are directly populated into expense reports, and 
invoice approvals are automated. By integrating near 
real-time data and using AI to analyze transactions, 
businesses can see what they’re spending and avoid 
possible blind spots in the budget. SAP Concur solutions 
help eliminate yesterday’s tedious tasks, make today’s 
work easier, and support businesses to run at their best. 
Learn more at concur.ca or at the SAP Concur blog.

https://www.concur.ca
https://www.concur.ca/newsroom
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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 
platforms, 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 www.sap.com/copyright for additional trademark information  
and notices.
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