
What is Duty of Care, and why is it important? 
Providing a safe and secure work environment is crucial to 
running an effective business. Moreover it is a legal and, 
arguably, a moral responsibility to do so. 

In occupational health and safety law this responsibility is termed 
the Primary Duty of Care. Changes to New Zealand Health and 
Safety legislation from 4 April 2016, together with those made 
in many Australian states in 2011, mean that in our region this 
responsibility extends to employees who travel for work. 

These new work safety laws do not explicitly refer to business 
travel, but revised definitions mean that ‘workplace’ now 
encompasses anywhere your employees are located and 
carrying out their work duties. The proviso is that Duty of Care 

compliance is subject to what is reasonably practicable, so 
it may not be possible to apply all measures to an 

employee travelling internationally. 
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“Corporations need to demonstrate 
a proactive approach to health 
and safety for all employees and 
workers irrespective of their 
physical workplace. And in the 
context of business travel, they 
need to ask themselves if their 
risk management plan works 
hand-in-hand with their corporate 
travel program in order to meet 
their Duty of Care obligations.”

Andrew Barnard, Head of Technology and 
Innovation, APX Travel Management



Expecting the unexpected 
Along with the legislative changes, a 
number of global incidents in recent times 
have highlighted how important it is to be 
prepared for the unexpected. While natural 
disasters, industrial strikes or acts of 
terrorism are all hard to predict, an employer 
needs to have measures in place that can 
be implemented swiftly and effectively 
when needed to render assistance. 

Frequently corporate travel Duty of Care 
focuses on more prominent issues like 
terrorist activity and natural disasters, but 
a successful strategy needs to factor in 
everything from medical emergencies and 
flight delays to wellbeing programs and 
ways to mitigate the stresses of travelling 
for work.

Key considerations for implementing an effective  
Duty of Care program 
Pre-emptive activities you can consider to establish a foundation for a strong  
Duty of Care program and help you prepare for the unexpected include: 

“Recent adverse events around the globe 
have reinforced how important it is for 
companies to have done due diligence 
on their corporate travel program and 
associated risk management practises. 
While companies need to travel to conduct 
business and be competitive, they must 
demonstrate they’re looking after the 
safety and wellbeing of their employees 
while they’re travelling.“

Andrew Barnard, Head of Technology and 
Innovation, APX Travel Management

“Organisations need to recognise that 
employee engagement is critical to 
ensuring a successful risk management 
framework, with regards to complying 
with their Duty of Care obligations. 
Training employees relevant to their travel 
requirements and educating staff on security 
issues, areas of travel, access to support 
and alternate ways of communicating 
offline will enhance their awareness that
one size does not fit all. Different 
considerations need to be made depending 
on where they are travelling.“

Kirsten Staveley, Managing Consultant,  
SAI Global, Australia

 Developing a corporate travel policy 
to ensure staff use only vendors that 
have been selected on criteria such as 
reputation, safe location, proximity to  
place of work.

 Analysing the locations staff need to 
travel to in order to assess risk. This will 
help determine the Duty of Care solution 
that is the best fit for your needs.

 Informing and educating your staff on 
corporate travel policy and procedure, 
and arming them with travel alerts, 
destination and cultural information 
before they travel.

Ensuring your staff know what measures 
are in place and how the organisation 
will locate, communicate and assist them 
in an emergency. 

Once travellers are on-trip, many 
organisations use traveller tracking 
software to locate and assist their 
workers. Relying solely on a booked 
itinerary won’t show the full range of 
movements or changes the traveller 
may have made to their arrangements. 
Premium Duty of Care solutions use 
technologies such as data scraping and 
GPS tracking so your ability to know the 
exact location of your staff is greatly 
enhanced. In an emergency, you will 
know exactly where your travellers 
are and can communicate with them 
to check first-hand if they are safe 
or need help. Your travel arranger or 
travel management company (TMC) 
can then make any arrangements to 
accommodate the necessary changes.

Workers also have a duty to take 
reasonable care for their own health and 
safety as well as that of their co-workers, 
and to comply with any policy or 
guidelines that relate to workplace health 
and safety. This includes travel policy.

The complexity of this issue means  
it is important to get expert advice on  
the legislation as it applies to your 
business to understand what is required 
to be compliant.

These recent legislative changes, combined 
with a spate of devastating natural and 
man-made crises around the world, have 
placed the issue of Duty of Care for 
travelling employees firmly under the 
spotlight for the corporate travel sector.

“An endorsed Duty of Care policy is a given for the vast majority of corporates today. 
The role of a TMC is to support that policy as it relates to business travel – that 
support comes in a variety of ways, for example pro-active travel advice, client 
access to traveller location reports and on-ground support in the case of something 
unexpected. A good TMC assures a corporation that they are doing everything in 
their power to protect their most important assets – their people”

Wayne Swaysland, Director, Strategic Partnerships, World Travel Professionals



Duty of Care in the  
Age of Disruption 
While many corporations enforce 
strict travel policies and employ the 
services of TMCs and risk management 
consultants to drive Duty of Care 
compliance, the flipside is that there 
has never been more temptation to 
book outside of policy.

With the growing trend towards 
‘bleisure’ (combining business and 
leisure travel) and the prevalence of 
‘disrupter’ services, there are more 
influences to book out-of-policy options 
than ever before. Some organisations 
have embraced these trends and run 
partially or even wholly unmanaged 
business travel programs, but in 
Australia and New Zealand it is difficult 
to run such a program and still fulfil 
your Duty of Care requirements.  

Unmanaged travel means the risk 
associated with business travel 
increases and your ability to be 
compliant decreases. 

You can never be 100% sure where  
your travellers are and how safe the 
service provider they are using is.  
These problems are then amplified  
should an emergency arise.

Leakage is a real problem for many 
organisations and in the context of  
risk management, having effective 
means to locate, contact and assist 
travelling employees largely offsets the 
risks posed by those tempting out-of-
policy options.

“Designing the travel program so 
that it’s fit for purpose and removing 
redundancies from low risk travel 
increases engagement with  
requirements for high risk travel and 
reduces the chance employees will 
operate outside policy” 

Kirsten Staveley, Managing Consultant,  
SAI Global, Australia

“Incorporating health and wellbeing into 
a corporation’s Duty of Care program 
supports work/life balance for travellers 
on the road.  It ensures business travel 
is a sustainable activity that results in 
many benefits to both corporation and 
end-traveller: increased staff engagement, 
improved performance and better staff 
retention to name a few.” 

Karen Dalla Riva, General Manager, Reho 
Travel, Australia

Enforcing your corporate travel policy is 
crucial. Employees need to understand 
there is a security and safety benefit in 
adhering to policy and also that they 
have a responsibility to do so as their 
part in Duty of Care compliance.

Driving the adoption of any self-booking 
solutions your travel management 
company offers as part of your 
managed travel program is also key as 
it minimises leakage, brings efficiencies 
and ensures better visibility over 
traveller movements. 

Technology can negate some of the risks 
associated with out of policy bookings. 
Duty of care solutions that enable 
communication via smartphone means 
that your employees can be located via 
GPS; you will be able to see where they 
are, then check on them and ascertain 
if they need assistance regardless of 
booking channel. The best solutions also 
bring in ‘offline’ booking information, so 
it is accounted for when looking at the 
traveller’s overall itinerary.  

Towards more personalised 
corporate travel 
Business travel can be seen as a 
glamorous perk or a way to boost frequent 
flyer points, but the stresses associated 
with travel for work should not be 
underestimated. It means time away from 
family and friends, and it can interfere 
with routines and wellbeing regimes.

Smart corporations view an effective 
Duty of Care program not just as a way to 
mitigate liability, but as a means to protect 
its most valuable asset – its people.  
Doing so can position your company as an 
employer of choice, improve productivity 
and help retain good staff. 

For an employee, feeling informed, safe 
and secure is the starting point, and this 
is where an effective travel policy comes 
in. Some organisations also implement 
lifestyle programs so employees arrive 
feeling refreshed and can maintain their 
health and wellbeing while away. They 
can hit the ground running and be as 
productive as they are in the office.

Looking forward, technology combined 
with data and service will make managed 
travel more personal, more targeted and 
more relevant than ever before. Embracing 
this change will allow corporations to 
make business travel enjoyable for the 
corporate traveller; a better on-the-road 
experience, while still fulfilling the needs 
of the corporation.



How can Amadeus help? 
Technology has a crucial role to play in 
helping you meet Duty of Care obligations. 
Choosing which solution is best for your 
organisation depends on a number of 
factors, including the industry you operate 
in, the size and scope of your travel 
program, the destinations your employees 
travel to, and budgetary considerations. 

Amadeus has a range of solutions that 
can enable you to build a confident, secure  
travelling workforce.

Amadeus Mobile Messenger

Amadeus Mobile Messenger is a complete 
Duty of Care solution, enabling you to 
locate, communicate with, and assist 
your travelling employees. Advanced 
features such as interactive mapping 
and GPS locator assist you to identify 
at-risk travellers and locate exactly where 
they are. This tool also allows two-way 
communication via a smartphone app, 
email or SMS. Optional features such as 
risk intelligence and flight alerts ensure 
your travellers are aware of any potential 
disruption to their plans.

Amadeus OneClick

Amadeus OneClick enables you to 
keep track of your employees’ travel 
arrangements, proactively notify them  
of any travel alerts or disruption, as well 
as communicate via SMS or email.  
This ensures travel arrangements can be 
amended as needed to avoid danger  
or disruption.

Links to workplace health 
and safety agencies for 
Australia and New Zealand 

Safe Work Australia 
safeworkaustralia.gov.au

WorkSafe ACT  
worksafe.act.gov.au

SafeWork NSW 
safework.nsw.gov.au

NT WorkSafe  
worksafe.nt.gov.au

Workplace Health  
and Safety Queensland: 
worksafe.qld.gov.au

SafeWork SA  
safework.sa.gov.au

WorkSafe Tasmania  
worksafe.tas.gov.au

WorkSafe WA  
commerce.wa.gov.au/WorkSafe/

WorkSafe Victoria  
worksafe.vic.gov.au 

Worksafe New Zealand 
business.govt.nz

New Zealand Health  
and Safety at Work Act 2015  
business.govt.nz/worksafe/hswa

Amadeus Travel Alerts Notifier

Amadeus Travel Alerts Notifier is a simple 
tool that effectively keeps your travellers 
up to date on flight changes or status 
updates from their initial booking until 
they arrive back home. Available via SMS 
or email alerts.

The world is changing.  
Are you ready?
It is now more important than ever to 
expect the unexpected. New challenges 
arising from devastating natural and  
man-made crises around the world, 
together the recent Duty of Care 
legislative changes, demand a 
combination of fresh solutions, business 
models and technical innovation. 
Anticipating corporate travel needs 
begins with knowing and predicting your 
travellers’ behaviour and preferences in 
order to provide the right support, at the 
right time, through the right channel. 

As a corporation, your attention will be 
focused on meeting these new challenges 
while, as always, keeping your eye on cost. 
TMCs need to focus on the traveller, on 
the technology, the experience and the 
economics which support the complexity 
of the new Corporate Traveller. 

Working with Amadeus can deliver an 
efficient and cost effective experience 
which supports you in meeting your 
current obligations, and which will 
continue to evolve as new challenges 
arise, making sure you are always 
prepared for the unexpected. 

Contact your Amadeus Account Manager 
to find out more or visit amadeus.com
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Disclaimer: This discussion paper is  for informational purposes 
only and is not intended as legal advice. Amadeus IT Pacific 
recommends that readers seek their own independent advice 
on legal obligations under the workplace  health and safety 
regulations relevant to them.


