
When one of LiveLOOK’s 
carrier clients added col-
lective browsing capabil-

ities to its customer service process, 
its average call time plummeted 
from nearly 45 minutes per call to 
just under 10 minutes.

That’s because the Web technolo-
gy, commonly known as co-browsing, 
puts agents, brokers, carriers and 
their customers on the same page 
... literally.

It works by allowing compa-
nies to browse Web pages in tan-
dem with their clients, said Michelle 
Brusyo, marketing director at visual 
sharing technologies provider Live-
LOOK. “Producers can place cus-
tomers at the center of operations 
and allow them to become more 
engaged in the resolution process,” 
Brusyo said.

An agent, for instance, can con-
nect with a customer having trou-
ble making a change or purchasing 

coverage online. “They can walk 
them though the information or 
answer questions as if the agent 
were sitting right next to the cus-
tomer,” she said. “Co-browsing is 
an emerging way to drive customer 
service efficiency because it allows 
companies to direct most customer 
service through a self-service model 
while supporting customers who 
can’t locate answers or effectively 
use a self-service Web portal.”

That’s important in today’s online 
world. About 80% of consumers 
now go online to conduct insurance 
research.

Until recently, most co-browsing 
connections were made via phone 
or chat. But today, there’s an increas-
ingly ubiquitous new communica-
tions channel making its way into the 
interaction: mobile.

Also growing is the use of the 
technology itself. “We’ve seen tre-
mendous growth in insurance over 

the past year,” Brusyo noted, “and 
we’ll likely see even more as carri-
ers provide the technology to their 
producers and consumers get more 
comfortable with it.”

One sector in particular that’s 
increasingly turning to co-browsing 
functionality is health insurance, she 
added. “The ACA [Affordable Care 
Act] is a big driver because of the 
mandates in place and level of ser-
vice needed by agents and naviga-
tors. Some consumers are entering 
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Key Points 

▼  Setting the Scene: Co-browsing 
lets producers view what customers 
see on their screens and guide them 
through that information.

▼  Current Happenings: The 
functionality is starting to move onto 
mobile devices.

▼  More to Come: Use of co-browsing 
is expected to grow in insurance, 
especially in the health insurance sector.

Producers increasingly turn to 
collective browsing to connect 
with customers in real time.

On the Same 
Page
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the health insurance market for the 
very first time. They may not be very 
tech-savvy, but they’re expected to 
do things like enroll for coverage 
online. Insurers and producers quick 
to adopt co-browse to more effi-
ciently help consumers get onboard 
[with] the insurance process will 
find much value in its use.”

Browsing Together
Torus is no stranger to co-browsing. 

The global specialty carrier added 
the functionality several years ago 
when it began building what senior 
vice president for eCommerce Kevin 
Mooney describes as “a 21st-century 
online platform.

“We wanted to add cutting-edge 
technology where beneficial to our 
broker clients. We don’t want to add 
technology just because it’s cool or 
the latest thing.” 

For Torus, he said, co-browsing is 
truly a customer service tool.

“By co-browsing, our underwriters 
can remotely view the broker’s com-
puter screen, allowing them to pro-
vide customized, step-by-step instruc-
tions. It’s a functionality that truly 
lends itself to clients and gives them 
confidence that information they’re 
putting into the system is verified 
and backed up,” Mooney added.

Via Torus’ online broker portal, 
ESCAPE, brokers can co-browse with 
an underwriter to complete a quote 
application. “Often during that pro-
cess, people read or interpret things 
a little differently,” he noted. “The nice 
thing about co-browsing is that it 
allows clients to have a live chat with 
an underwriter and together they can 
look at how someone has answered 
information to ensure they under-
stand the nature of the questions. It 

zeroes in on accuracy the client is 
providing on the form.”

The process is simple, Mooney said. 
“The broker clicks on a live chat but-
ton, a dialogue box opens up and they 
can begin chatting with an under-
writer. We ask if we can look at their 
application through co-browsing; if 
they agree, a separate window opens 
up on our side to look at the form. 
We take control of their cursor and 
can move around to look at any ques-
tions they are uncertain about.”

Torus isn’t alone. Colonial Life & 
Accident Insurance Co. benefit coun-
selors are turning to co-browsing 
technology as an alternative method 
to face-to-face interactions, said Mari-
anne Adams, assistant vice president 
of enrollment program management. 

“It’s a good tool for companies 
with employees who are somewhat 
tech-savvy, have access to the Inter-
net and may want to work with 
someone to counsel them on various 
enrollment options or any gaps they 
have in insurance,” Adams said.

“Many employees are in remote 
locations or work different shifts that 
prevent them from going to face-to-
face enrollment sessions,” she said. 
“So we started exploring different 
options and found that co-browsing 
with our system, along with call cen-
ter enrollment, works very well with 
those employees.”  

Co-browsing and visual shar-
ing generally work in one of two 
ways, each with its own advantages 
and limitations, Brusyo said. Screen-
sharing technologies, such as WebEx 
and GoToMeeting, capture images of 
what’s on a screen. That’s similar to 
the approach Colonial Life uses with 
its co-browsing capabilities.

“However, that method can be a 

little slower to start up because that 
technology needs to use an execut-
able or download,” Brusyo said.

HTML co-browsing, on the other 
hand, requires JavaScript on a Web 
page in order to read what’s on the 
page and recreate the exact experi-
ence for the agent, she noted. 

“It’s much quicker to start co-
browsing this way. It’s a similar expe-
rience to launching a live chat on a 
company site, requiring just a click or 
two to get started. Another advantage 
is that it’s very mobile-friendly. The 
downside, however, is that it only 
works on pages tagged with Java- 
Script so users can’t get out to third-
party websites, view documents or 
see desktop applications.”

Reaping Rewards
For Mooney, the mere mention 

of co-browsing conjures up three 
words: relationship-building tool.

“We get many compliments from 
clients, saying co-browsing is one of 
the features they really like about 
our system. They feel technology is 
great but they like the service behind 
it,” he said. “At the end of the day, 
it’s really about the customer service 
that we can provide.”

In addition, co-browsing lowers call 
times and costs, and helps improve 
application accuracy, self-education 
and upsell and cross-sell opportuni-
ties, Brusyo added.

For Paradiso Insurance in Stafford, 
Conn., it’s the personal touch the tool 
provides to clients and prospective 
customers that makes it a win-win for 
the agency. “They hear us, they see us 
and we actually can take the time to 
review policies line-by-line because 
individuals can see our screen,” said 
owner Christopher Paradiso. “It’s also 
a time saver in being able to sell a 
new client or service a customer with-
out ever leaving our desk.”

In a recent report, Aberdeen Group 
found the annual revenue for compa-
nies that use co-browsing grew 16.8% 
vs. 9.7% for non-users. Average reve-
nue per call climbed year-over-year by 
3% for co-browsing users; the number 

“It makes life easier when you can clarify a 
document or an application together at the 
same time.”

—Kevin Mooney,  
Torus
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of positive social media mentions rose 
13.8%; and annual agent utilization 
improved 4.7%.

While the benefits are clear-cut, 
that’s not to say co-browsing doesn’t 
raise a few eyebrows over poten-
tial security and privacy concerns, 
Brusyo said. “But the way we address 
that has a lot to do with empower-
ing agents and brokers with informa-
tion they need to get clients comfort-
able with it.” 

Online visitors are in control at 
all times, she added. “We can put 
messages into the user experience 
to ensure clients know that when 
they’re going through the pro-
cess, none of their personal infor-
mation is visible. We try to make it 
very clear that the entire process is 
designed with their privacy in mind.”

Added Mooney, “A message pops 
up when we request to co-browse to 
let customers know we will be tak-
ing control of their cursor for a lim-
ited time. We also explain through-
out the process exactly what’s going 
to happen. We’re only able to move 
around within the application they 
have up on the screen. At the end of 
the session, or after we’ve satisfied 
any questions they may have, they 
can click off and shut down our abil-
ity to access their system.”

Adams said another safeguard is 
ensuring that proper due diligence is 
done upfront. “Then we know how 
we’ll protect customers’ data through 
our own enrollment platform and 
software security we have, along 
with different phone securities that 
we use.”

Making It Mobile
Co-browsing is keeping up with 

the changing pace of technology. By 
2016, predicts Ovum, more than half 
of all inbound customer service calls 
worldwide will be made from mobile 
devices.

That’s why the functionality is 
ideally suited for hand-helds, Brusyo 
noted. “Co-browsing on mobile isn’t 
unlike that done on other approaches. 
Agents can see the screen of a user’s 

mobile device via a mobile browser 
or work within native apps to drive 
quicker interactions and increase 
first-contact resolution rates.”

And mobile strategies help 
reduce privacy and security con-
cerns, she added. “Using mobile-
friendly co-browsing software, 
companies can limit contact-center 
agents’ viewing to on-site or in-app 
content only. Sensitive information 
is blocked and concerns such as 
whether a representative can save 
private data or download it are 
eliminated.”

Mooney expects co-browsing to 
one day become “almost a standard” 
in the industry. 

“If customers will be transacting 
business through e-commerce or the 
Internet, this will be functionality 
that people will want to use. It just 
makes sense,” he said. “It makes life 
easier when you can clarify a docu-
ment or an application together at 
the same time. It takes away ques-
tions or fears of not understanding 
something we’re asking.”

As for the health insurance sec-
tor, “well, that’s becoming quite com-
plex,” Brusyo said. 

“Third-party websites and out-
side resources can be brought in to 
help with the process, so insurers are 
offering co-browsing to make it eas-
ier for everyone to help consumers 
with enrollments and provide infor-
mation. Call times are significantly 
cut down as opposed to having to 
walk them through the process over 
the phone. Co-browsing works well 
when processes are complex; it’s not 
just someone needing to find some-
thing online but helping them com-
plete a form or get answers.”

Brusyo expects more in-person 

relationships will eventually move 
the process to the Web for conve-
nience and cost’s sake. 

“Co-browsing will be one of the 
tools companies will rely on to still 
provide that high-end, personal, one-
on-one experience that’s similar to 
business at a brick-and-mortar office. 
But co-browsing will make it more 
efficient and work to make processes 
more comfortable for everyone.

“I definitely see insurers mov-
ing more into this area,” she added. 
“They’re still focused on improving 
Web services and making that an 
optimal experience, but co-browsing 
will deliver a strong value to those 
interactions. Possibly layered on top 
of that will be ways to make voice 
interaction easier through the Web, 
along with video chatting capabili-
ties to enhance the co-browsing 
experience.”

As for Colonial Life’s future plans 
with its co-browsing capabilities, 
“we’re trying to make sure we are 
being f lexible in offering these 
things,” Adams said. 

“We’re now looking to enhance 
the self-enrollment capabilities and 
decision-support tools on our bene-
fit education sites, along with videos, 
to help customers understand all 
the touch points and decisions they 
need to make.”  BR
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Co-browsing is “a good tool for companies 
with employees who are somewhat tech-
savvy and want to work with someone to 
counsel them on various enrollment options.”

—Marianne Adams, 
Colonial Life & Accident Insurance Co.
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