Do I NEED
Visual Engagement Software?
10 QUESTIONS You Need to Ask Yourself
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From Apple to Amazon, business leaders are using
visual engagement solutions to bring sales, support, and
customer experience to the next level. Solutions that
integrate screen sharing, co-browsing, agent video, and
more enable businesses to humanize the online experience
in order to create stronger, deeper customer relationships.
While some organizations have already embraced visual
engagement, others are still evaluating how
best to move forward. Here
are ten critical questions
to ask yourself in order
to decide if visual
engagement software
is right for your business.
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1. ARE YOU CONDUCTING A LARGE
AMOUNT OF BUSINESS ONLINE?

2. A
 RE YOU INVESTED IN IMPROVING
CUSTOMER EXPERIENCE?

The first step is to assess the way in which the majority of your business is
handled. Is your online presence central to the way in which you conduct
business? Is your website an essential part of the sales or support process?
Do you handle much or all of your onboarding process via the Internet?

By removing communication barriers, visual engagement solutions
transform helpless customers into empowered customers. Customers
feel more in control as they quickly understand the processes occurring
and instructions being provided by a real agent, working with them
face-to-face.

If any of these situations describe your business, investing in a visual
engagement solution is a no brainer. Whether you want to improve
opportunities to upsell, assist with online billing, help clients fill out
online applications, or engage with online customers on a regular basis,
visual engagement solutions increase your chances of success, speed up
operations, and cause customer satisfaction to skyrocket.

61%

of global Internet users
research products online.
Interconnected World: Shopping
and Personal Finance, 2012

Moreover, sometimes content is sensitive, like in the case of healthcare
or finance. When agents can be there to humanize the process, they
can connect with customers on an emotional level. The end result is
increased trust, reassurance, and confidence.
Content is critical, but sometimes the most important thing to
share is you.

On average, loyal
customers are worth
up to 10 TIMES
as much as their
first purchase.
White House Office of Consumer Affairs
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3. DO YOU AND YOUR CLIENTS
HAVE TO DEAL WITH EVOLVING
STANDARDS THAT MAY NEED
TO BE EXPLAINED?
Healthcare, financial services, insurance, and more—they all
have evolving standards that absolutely must be followed. At
the same time, those requirements can often be confusing.
Providing personalized assistance is key to ensuring
that standards and regulations are both understood and
implemented properly. When you can show clients the exact
forms that need to be filled out and even how to fill them out
if necessary, what was once a frustrating and nerve-wracking
experience can instantly be transformed into a streamlined,
straightforward one.

46%

4. A
 RE YOU WORKING WITH A
COMPLEX OFFERING THAT MAY
CONFUSE YOUR CUSTOMERS?
Sometimes simply sending customers to a website isn’t enough.
For instance, SAAS or Telco companies may offer a broad range of
options and it may not be immediately clear to customers which
options to pick or why they should select them.
You need a way to quickly show clients the options available as
well as help them understand what additional services they may
want to add in order to enhance their solutions. This is where visual
engagement shines.
With screen sharing and co-browsing in your toolkit, you can
instantly demonstrate and highlight the offerings your customers
might be interested in.
No confusion. No long explanations. No frustration.
Just instant clarity.

of customers are willing
to video chat with a
financial advisor.
Cisco Customer Experience Research

82%
of people describe their
buying experience as ‘taking
too much effort’
Oracle
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5. ARE YOU IN A COMPETITIVE
MARKETPLACE WHERE YOU NEED
TO DIFFERENTIATE YOURSELF?
Do you find yourself contending with other businesses that
provide similar offerings? Are you an online retail or ecommerce
organization that’s playing in a saturated market? Are you
a travel or hospitality company that needs to gain a
competitive edge?
If you’re in this situation, it’s time to leverage customer care
as a point of differentiation. Imagine offering your customers
the equivalent of an outstanding in-store experience—online.
Humanization and personalization are a powerful combination
that will help you stand out from the competition and ensure
your customers come back for more.

A 10% increase in
customer retention levels
result in a 30% increase in
the value of the company.
Bain & Co.

6. A
 RE CALLS AND CHAT
SESSIONS LONG AND NOT
TERRIBLY EFFECTIVE?
Do your agents ever hear customers saying, “If you could just
see what I’m looking at!” Perhaps you find yourself thinking,
“I don’t understand what you’re seeing. Maybe a screenshot
would help?”
These are points of frustrations for both agents and
customers. But today you can bridge the visual gap by
providing a frictionless, interactive view of online content
wherever it resides. That way you can promote the most
effective and streamlined online experience within any stage
of the customer lifecycle (sales, training, services, etc.).
If customers can see what you’re talking about and vice
versa, you can shorten call duration and time to resolution
while being more effective overall.

Resolve a complaint in
the customer’s favor and
they will do business
with you again
of the time.

70%

Lee Resources
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7. DO YOUR CUSTOMERS FREQUENTLY
CALL BACK WITH THE SAME QUESTIONS?
First call resolution is the ultimate goal for any company. At the same time, this
frequently is an extremely difficult objective to achieve.
Companies are deploying visual engagement solutions to provide a higher
quality client interaction so businesses can teach customers how to do things in
less time, improve the customer engagement, and transfer more high quality
knowledge—all in one fell swoop.
Looking for some real life stats? By using an integrated co-browsing and screen
sharing solution, some businesses have seen:

According to consumers,
customer service agents failed
to answer their questions
of the time.

50%

Harris Interactive

• 18% improvement in first call resolution
• 14% reduction in call handling times
• 10% reduction in total support calls
Boom! Instant ROI achieved.
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8. D
 O YOU HAVE A COMPANY
MANDATE TO IMPROVE
SELF-SERVICE?

9. D
 o You Love the Concept of
Visual Engagement, but Are
Convinced from Past Experience
That It Just Doesn’t Work?

It’s the real life personification of that classic saying. Give a
man a fish and he’ll eat for a day. Teach a man to fish and
he’ll eat forever.
If agents do everything for customers, customers will never become
self-reliant. For example, rather than encouraging them to go online,
one utility company has many of its customers speak to an agent
each month to simply pay bills.
Now imagine those same clients contact that utility company, but
the agents use tools like screen sharing and co-browsing to get
them logged in online and guide the customers through the bill
paying process. The customers fill out the forms themselves with
help when necessary.
Once these clients understand how to solve their own problems, the
knowledge stays with them. Next time when they need to pay their
bills, these customers will know how to self-serve online without the
need of an agent.
That’s better for the business and more satisfying for the customers.
It’s a win-win situation.

94% of customers who have

a low-effort service
experience will buy from
that same company again.
CEB

				

Cobrowsing users outperform
non-users by 73% in
year-over-year growth of
annual company revenue.
Aberdeen Research

You work for a cutting-edge company. A few years ago, you
tried technology like co-browsing and screen sharing and were
frustrated with downloads, lack of scalability and security. But
you love the concept of bringing face-to-face, humanized sales
and services to the online world.
Now’s your chance to make that dream a reality! Both
customer expectations and technology have dramatically
changed over the past few years.
Customers are now demanding a more personalized
experience. In fact, personalization is quickly moving from a
competitive differentiator to an absolute requirement.
In addition, many of today’s visual engagement solutions are
scalable, highly secure, and simple to use. The most advanced
solutions don’t require a download and can seamlessly combine
co-browse, screen sharing, device sharing, agent video, and
more to create a streamlined experience that will wow
your customers.
The most powerful visual engagement solutions can be
integrated into companies’ websites and the agent desktop
while tracking metrics to capture ROI.
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10. W
 ILL VISUAL ENGAGEMENT SOFTWARE
REALLY MAKE THAT BIG OF A
DIFFERENCE IN YOUR BUSINESS?
Co-browsing, screen sharing, and agent video are central to streamlining customer
interaction. Personalization in online interactions causes customer satisfaction to
skyrocket. At the same time, it significantly cuts company costs.
Yet you may still be thinking that to visual engagement software would be nice to
have, but isn’t a must have. Why should you move visual engagement software out
of the “nice to have” column and into the “need to have” list?
In order to show how much of an effect visual engagement software can have on a
company, let’s look at some real-life ROI statistics.
For example, one organization with 300 agent positions used the Glance Salesforce.
com Integration to merge Salesforce.com’s sales cloud and Glance’s visual
engagement services.

The revenue impact from
a 10% improvement in
a company’s customer
experience score can
translate into more
then $1 billion.
Forrester

The company produced the following returns for their online sales:
• 60% reduction in time to convert new customers to new products
• 66% increase in volume of “product reviews” to customers
• Increased CRM (Salesforce.com) use with integrated visual engagement
• Reduced sales-cost-per-conversion
• Reduced marketing-cost-per-conversion
• Reduced associated operational cost
Other soft value included:
• Agents learned to refine product searches in real time
• Visual engagement significantly increased uplift for “add on” sales
• Outstanding support experience
If you want to have ROI like those above, then visual engagement software is the
way to go.
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If you answered yes to any of the questions above, then
you’re ready to add visual engagement software to your online
communications toolset. But where should you start looking to
find the right company for you?
Look no further. Glance is the company for you. Our goal
is simple – to build solutions that are fast, easy to use, and
just work every time. We understand how important customer
service is and we are here to help you provide the best
experience for your clients.

What are you waiting for? The time to invest in an
integrated visual engagement solution is today!

