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Expense Enhancements:
Elevating Four Seasons Finance Management
Achieving more streamlined expense management
means Four Seasons puts more energy towards what 
matters most: its guests.
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Quick Facts

Company Name and Contact
David Caffo, Vice President, Corporate Finance,
Four Seasons Hotels and Resorts

Solutions
Concur Expense

Industry
Hospitality

Company Size  
600 corporate employees at its head office in
Toronto and almost 50,000 employees globally.

Location
Toronto, Ontario  

Why SAP Concur & Four Seasons?
A smoother, easily configurable expense 
management process means major time
and cost savings.

ABOUT FOUR SEASONS HOTELS AND RESORTS
Founded in 1960, Four Seasons Hotels and Resorts is dedicated to perfecting the travel experience 
through continual innovation and the highest standards of hospitality. Currently operating 111 hotels and 
resorts, and 41 residential properties in major city centres and resort destinations in 47 countries, and 
with more than 50 projects under planning or development, Four Seasons consistently ranks among the 
world’s best hotels and most prestigious brands in reader polls, traveller reviews and industry awards.

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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Taming expense report chaos 

Four Seasons has a longstanding reputation as one of the world’s leading luxury 
hospitality companies. Its hotels, resorts, and residences around the globe offer an 
exceptional guest experience. So, for a brand that’s focused on creating seamless 
experiences, it was only natural that its internal processes should follow suit. 

“Innovation and continuously improving has always been very important for us, so 
we’re always looking to do anything we can to make day-to-day processes better, so we 
can focus on the future,” says David Caffo, Vice President of Corporate Finance at Four 
Seasons Hotels and Resorts. 

It’s with that in mind that the finance team made the move to Concur Expense, ultimately 
freeing up time and reducing costs so it can focus on what matters most: its guests.

“Concur Expense is configurable and we were easily 
able to adapt it to our business model, making it a 
perfect fit.”

– David Caffo, Vice President, Corporate Finance, Four Seasons Hotels and Resorts

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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Four Seasons initial move towards an improved process 
began in 2012, when it moved from manual, spreadsheet-
laden expense reporting to a proprietary software system, 
developed by its internal IT department. That allowed the 
company’s corporate headquarters to submit and process 
expense reports electronically.

But at the same time, that process was still cumbersome. It 
wasn’t intuitive, and as smartphones were becoming more 
and more common, it wasn’t mobile-friendly. 

Five years on, it was time to evolve, prompting Caffo and his 
team to adopt Concur Expense.

“The main reason we chose Concur Expense is its ability  
to handle multiple currencies and multiple allocations,” 
he says. “We have 111 hotels and when our sales staff 
or operations staff travel on behalf of certain properties, 
expenses have to be cross-charged back to those 
properties.”

That meant its accounts payable team needed a system 
where the user could easily input that kind of information, 
so the AP team could charge back expenses efficiently 
and accurately. 

“Our employees travel the globe; we have a complex 
expense policy and we need a tool that can adapt to our 
way of processing and managing expenses. Concur 
Expense is configurable and we were easily able to adapt it 
to our business model, making it a perfect fit,” he says.

Mobile changes the game
About 40 per cent of the expense volume at Four Seasons 
comes from sales staff, with the remainder spread fairly 
evenly among other departments – and overall, the 
response has been positive across users.

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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“Training and adoption were relatively simple, since using 
Concur Expense is intuitive”, Caffo remarks. In particular, the 
mobile app has been a gamechanger in terms of time savings. 
“For people who use their phone and take pictures of receipts, 
they see it as a godsend,” Caffo says.

“When you can divert the time an employee spends on 
expenses, so they can put that towards more productive 
projects, that’s beneficial,” he says. “And I’ve heard plenty of 
feedback that this is the case.” 

The time savings have been dramatic for the finance team, 
too. “Every week, we process about 120 expense reports. 
Before Concur Expense, it took 100 to 110 hours to do it. Now, 
it takes less than 30 hours.”

What’s more, month-end close is much faster now with less 
recoding needed, and expense report processing is current, 
so there’s no more falling behind. 

That’s also translated into cost savings for the company. 
“Leveraging SAP Concur has allowed us to redirect time 
and labour to other areas of the business,” he says. In fact, 
he estimates that the finance department is using 70 per 
cent less labour on expense management since moving to 
SAP Concur.

“When you can divert the time an 
employee spends on expenses, so they 
can put that towards more productive 
projects, that’s beneficial.”

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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Another key benefit to Concur Expense has been 
greater accuracy. The team configured its Concur 
Expense experience to include a drop-down feature 
to help users be more specific about where the 
expenses should be allocated, versus using a 
comments section that could go unfilled. This way, 
they can reinforce accurate reporting among 
employees, while saving time on processing 
expenses.

Concur Expense also provides greater visibility into 
expenses on the corporate credit card. Now, instead 
of relying on the credit card’s billing cycle, the 
finance team can see charges faster through Concur 
Expense and have a better picture of their finances. 

For Caffo, greater visibility and accuracy is critical 
for reducing the time executives spend on checking 
receipts. “My job is to make sure conversations 
about expenses with leadership don’t need to 
happen,” he says. “The metrics that drive our 
company – guest satisfaction, occupancy, travel 
trends – these are the things that our executives 
want to concentrate on.” 

Today, Caffo and his team can provide for the 
executive leadership what Four Seasons provides 
for its guests every day – a seamless experience, 
without having to worry about what’s happening in 
the background. They know everything will be 
looked after.

ABOUT SAP CONCUR 
 
SAP® Concur® solutions simplify expense, travel, 
and invoice management for greater visibility and 
control. For more than 20 years, these leading,  
innovative solutions have kept customers a step 
ahead by delivering time-saving tools, connected 
spending data, and a dynamic ecosystem of di-
verse partners and apps. User-friendly and busi-
ness-ready, SAP Concur solutions unlock powerful  

insights that help businesses reduce complexity  
and see spending clearly, so they can manage it  
proactively. For more information, visit concur.ca

Benefits all the way 
up the chain

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

Learn more at concur.ca

Follow SAP Concur


