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return on 

investment

Overcoming differences

A sneak peek behind 
the scenes

With over 130,000 employees distributed among 60 countries around 
the world, a multinational manufacturer of candy, food products, and 
pet supplies decided it was time to streamline travel operations. 

The manufacturer had been comfortably working with various TMCs 
globally for years. After FCM initially earned their partnership in the 
U.S. and Southeast Asia, the manufacturer realised the benefits of 
consolidating their global travel operations with FCM. How much 
simpler would the travel process be with less points-of-contact and 
suppliers to manage? How much savings could be achieved if all their 
travel data were stored in one place? The manufacturer saw the writing 
on the wall: it was time to globalise, consolidate, and streamline.

Only one year into their partnership, FCM won the manufacturer’s 
business throughout Europe, and South Africa was also placed under 
the FCM umbrella. In 2021, through a competitive sourcing exercise of 
the remaining outstanding regions of Asia Pacific, Middle East, Africa, 
and Latin America, FCM officially became the manufacturer’s sole TMC 
for all its global regions: North America, Latin America, Europe, Middle 
East, Africa, and Asia. 

How do you consolidate international travel from 95 different travel 
agencies around the world to just one? It takes patience, passion, and 
determination. 

When FCM came on board, the team found that the approach to travel 
within the organisation was inconsistent. Each geographical market had 
varying travel policies in play and managed travel very differently.

This meant that there was no visibility into anything. Consolidating 
presented the manufacturer with an opportunity to understand their 
data so that they could make sound decisions regarding their global 
travel programme – from risk and traveller experience to preferred 
suppliers and traveller behaviour.

It was clearly time for a change. But change can be tough, especially 
when the manufacturer’s headquarters in the United States had been 
working with the same travel management company for over 30 years. 

“Bringing in FCM has been 
the highlight of my career.” 
TRAVEL MANAGER AT MANUFACTURER

5-star customer 
satisfaction
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Embracing diversity

Achieving visibility. 
And savings. 

Consolidation doesn’t only happen from an organisational viewpoint, the 
consolidation of effort is just as important. FCM tackled this head-on and 
worked on gaining a thorough understanding of the travel behaviours in 
each market. 

As the organisation never mandated the use of a single provider, the 
FCM team hit the road and visited each region to present the value of a 
consolidated travel programme and get local buy-in. 

FCM took a deep dive into the diagnostics of each market and each 
business entity: How did each pay for travel? Did they use online 
booking tools? What was their approach to approval processes? The 
results confirmed the initial observations: no two markets or entities 
approached travel in the same way. Each travel manager had a different 
understanding of what ‘travel’ meant to them as an organisation, with 
some entities having a travel policy in place while others didn’t. 

By better understanding the priorities of each market, FCM helped the 
organisation develop a global travel policy that was agile and flexible 
enough to adapt to each business entity. New approaches such as ‘reason 
for travel’ description fields were introduced to help streamline and 
itemise operations. To increase efficiency and consistency, a dedicated 
travel buyer was identified in each market as FCM’s primary contact. 

By harnessing the strength of FCM’s global network of experts, each 
market was provided with exceptional service while benefiting from local 
knowledge that drove value in every corner of the world.

It’s no secret that accurate and streamlined data can help companies 
get a bird’s eye view of their operations and cost. Cleaner data 
inevitably leads to better decision-making. 

Once all the different global regions came together under one umbrella, 
FCM obtained full visibility into the company’s data. The result? 
Stronger hotel and air negotiating power. Add in an unparalleled clarity 
on trends and new insights into traveller buying behaviours, and that 
bird’s eye view now has heat vision.

FCM introduced new interconnected technology solutions giving all 
global regions access to the same tools and resources with a single 
sign-on connection. Pre-trip approvals, bookings, traveller tracking, 
reporting – everything travel-related, from booking to mobile, was 
integrated into one platform. 

With the latest tech at their fingertips, the organisation was able 
to offer an enhanced digital booking experience for all travellers. 
Employee efficiency skyrocketed. Costs plummeted. After a few 
months of working with FCM, the company achieved global savings of 
more than US$7 million and a return on investment of 3:1.

“Our FCM consultant, Katy, 
is very responsive and 
helpful. She’s enjoyable 
to work with and is a great 
source of information for us 
when we have questions on 
protocols or industry trends. 
She understands our current 
geographies and their needs 
very well.” 
TRAVEL MANAGER AT MANUFACTURER
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One technology platform 
to rule them all

Singing the same tune

A consolidated future…

To ensure reporting consistency across the regions, FCM collaborated 
with the client to develop a reporting framework that could be applied 
across all brands and in all markets. Think informative dashboards, 
custom reports, and visibility across the region and the world. Decision-
making became a lot easier, and management could take quick action 
based on metrics and trigger-based reporting.

The FCM Platform ensured that the new agile travel policy, preferred 
suppliers, and traveller profiles were easy to access and navigate. 
By consolidating all travel bookings through one booking tool, 
FCM streamlined global efficiencies for rail, air, hotels, and ground 
transportation options. To drive efficiency and viability for the online 
booking tool, FCM aimed for over 80% adoption, and succeeded 
through the education and promotion of the 24/7 self-service  
booking capabilities. 

It’s not easy to get a consolidation project of this scale right. Everyone, 
regardless of region or destination, needs to be on the same page and 
follow a consistent operational excellence framework while staying 
conscious of the regional nuances.

The FCM team travelled across the world, nurtured relationships, 
provided training, and organised workshops. The goal was to ensure 
that all teams, global and local, knew what was expected and had a 
clear understanding of the travel policy, booking tool, and reporting 
mechanisms. And because not everyone was able to attend live 
workshops, our team also reached out virtually. Clear communication 
and consistent messaging meant that everyone was singing the same 
tune…beautifully.

Consolidation across effort, organisation, and knowledge was a huge 
success, thanks to strong partnerships, teamwork, and open, clear 
communication from all FCM stakeholders, IT teams, product development 
specialists, and senior management. With even more time, this global 
manufacturer will continue to see the returns on its investment from 
consolidating down from 95 regional TMCs to just one alternative: FCM.

“We are delighted with the 
online booking tool. We also 
love SAM and around 90% of 
our travellers are now using 
the chatbot-based app to 
support them on the move.” 
TRAVEL MANAGER AT MANUFACTURER
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