
Ultimately, the success of your travel and expense management solution 
is in the hands of your employees. If they don’t have the support 
they need, when they need it, they may abandon the solution. Low 
adoption rates lead to lack of compliance and out-of-policy spending, 
not to mention insufficient data for reporting and business intelligence. 
To ensure high employee satisfaction and broad adoption, many 
organizations augment the standard support that’s included with Concur 
solutions with a customized level of service which extends support 
to your employee organization.  With the User Support Desk service, 
Concur can help ensure your employees have the reliable, 24x7 support 
they need. 

What is User Support Desk?
The User Support Desk service provides supplemental support directly 
to your employees. Concur acts as the first point of contact via 
telephone or e-mail. Any of your employees can make use of this service 
to contact Concur regarding an application question, service request 
or an incident involving unexpected behavior of any Concur software. 
Your employees can also use this service to help them accomplish a 
task such as learning how to add an expense using the mobile app while 
they’re on-the-road. The Concur representative providing direct support 
will be familiar with your specific system configuration and capabilities 
built around your corporate policies and rules. They are also familiar with 
the supported mobile platforms in-use by your employees.

How Can User Support Desk Help?
Providing support for your entire organization can sometimes be time 
and resource intensive and may not be a task your organization is 
prepared to handle. The User Support Desk removes the need for 
your organization to staff this role and lets you leave it to dedicated 
experts. Some of the challenges facing Concur clients who support their 
employees include:

•	 Lack of resources or skills to fill the Concur administrative role

•	 Demand for high-quality, 24x7, support to mobile users and  
global employees

•	 The need for immediate assistance, without the ramp-up time 
required for a system administrator to gain expertise with system 
capabilities and company policies

How Does User Support Desk Work?
User Support Desk provides knowledgeable resources for your 
employees regarding all business process, administrative and technical 
needs pertaining to your Concur solution. When your employees contact 

User Support Desk

Concur’s experts, they’ll speak with someone who is familiar with your 
solution configuration – which is founded on your corporate policy. While 
User Support Desk provides assistance for everyday administrative 
tasks, Concur support professionals are also responsible for tracking 
service performance and resolving any software-related issues that 
employees are reporting.

The goal of this service is to provide prompt assistance to employees.  
In the event that a case must be logged, your Concur service provider  
will take care of documenting the issue and working with other teams 
across Concur to resolve the issue, up-to and including notification of  
the outcome.

In addition to always being available, User Support Desk also provides  
a monthly report of agreed performance indicators, such as opened  
and resolved support cases, volumes of support contacts and response 
time metrics.

User Support Desk service is available for all Concur clients using the 
Standard, Professional or Premium editions of Concur. Concur support 
professionals can help your employees by offering assistance in the 
following languages: English, Chinese, French, German and Spanish.

The Benefits
Your employees want quick answers when they have a question about 
using Concur applications while making travel arrangements and 
managing their expenses. Whether it is a simple request about how 
to access the right system, an inquiry about the status of a trip, how 
to approve an expense report from their mobile device, or a question 
about what to do next, User Support Desk service can assist your 
employees and keep them productive.

About Concur
Concur is a leading provider of integrated travel and expense 
management solutions. Concur’s adaptable cloud-based and mobile 
solutions help companies and their employees control costs and  
save time. Concur’s services are trusted by over 15,000 companies 
located in more than 100 countries worldwide. Concur is publicly traded 
on the NASDAQ stock exchange under the ticker CNQR.
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An extended service providing superior support and resources  
to your employees
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