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Co-browse sessions are not interactions like chat and voice interactions. Co-browse
sessions take place on top of a primary interaction like chat or voice and attach user
data for reporting. Co-browse sessions do not support operations that are standard for
Genesys interactions like transfer and conference.

A session is initiated when a customer requests to co-browse. The session stays idle until the agent
joins. Then the session is considered to be active. The session ends when one of the parties (the
customer or the agent) exits. It is not possible to re-join a co-browse session. If one party exits
accidentally, a new session must be initiated. Starting with Co-browse 8.5.003, an agent is by default
limited to handling one co-browse session at a time.

Session ldentifiers

Each live session has two identifiers that can be used to track the session:

e Session access token (Session ID)—A sequence of nine digits that is applicable only to live sessions.

e History session identifier (UUID)—A session identifier in the database.

Starting and Stopping a Session

A co-browse session can only be initiated by a customer. An agent does not have the option or ability
to send a co-browse request to a customer. This provides greater security to the customer. In order to
initiate a co-browse session, the customer must already be engaged in an interaction with an agent,
be it a voice call or a chat.

When the session is established, the agent's browser displays a view of the customer's browser. The
view the agent sees is loaded from Genesys Co-browse Server. The agent is not a client of the
website. All actions taken by the agent are passed onto and "replayed" on the customer's side.

Initiating a co-browse session from a voice call or external chat without
integration

If a customer and agent are engaged in a voice call or external chat without integration, a co-browse
session can be initiated by the customer if the need arises. For example, the agent might be trying to
walk the customer through how to submit a specific form, but the customer is having issues
understanding where the agent is directing him or her to go on the page. In this scenario, the agent
might suggest they engage in a co-browse session. While the agent can verbally suggest a co-browse
session, the customer is the one who must initiate the session.

By default, there is a "Co-browsing" button on the left side of every web page that supports co-
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browsing. Note that the location on the page can vary, depending on configuration. When the
customer clicks this button, they are presented with a message window asking them to confirm that
they are engaged in a voice call with a representative.

Co-browse

Are you on the phone with our representative?

No Yes

Co-browse message

If the customer selects "No", a new message advises them to either initiate a voice call or a chat in
order to co-browse.

Co-browse

You need to be connected with our representative to continue with
co-browsing. Please call us or start a live chat with us, and then

start Co-browse again.

oK

The customer must initiate a voice call or chat

If the customer selects "Yes", a numeric session identifier appears on the customer's screen.
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Your Co-browse session ID is 417-471-005. Please spell it to our representative to continue with co-browsinc

b Track Your Order [ Shop R My Account

Session ID:; A17-471-005

electro

Home About Us  Blog Pages Features Contact Us
Session identifier

This identifier can then be read to the agent over the phone or the customer might have to send the
session ID through their external chat window. The agent enters the session identifier in the
appropriate field in Workspace Desktop Edition, and then the customer's browser is displayed in the
agent's view. There is no need to navigate to the web page the customer is viewing; the session
identifier ensures the exact page is embedded in Workspace Desktop Edition for the agent. The
customer is notified on his or her screen that the session has been established.

I 006758163

O

3SMOHE-0D!

Session identifier, Agent view

Initiating a co-browse session from Genesys Widgets

A customer can also initiate a co-browse session through a Genesys Widget integrated into the
website. You can enable Genesys Co-browse in several Genesys Widgets, for example:
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Initiating a co-browse session from the Web Chat Widget

L e T

Hello! How may | help you'?
ards

John Johnson
Subml rmy docurment, amy chue?

Mo wormes. Please chok "Starl Co-
browese” bution (right under nput bod)

and | will guide you
22

Starting a co-browse session from the
Web Chat Widget.
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Customer and agent view of a co-browse session
started from the Web Chat Widget.
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Initiating a co-browse session from the ChannelSelector Widget
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Starting a co-browse session from the
ChannelSelector Widget.

Initiating a co-browse session from the CallUs Widget
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Alroacy on & call T Lt un Drowse wih you

CallUs Widget with co-browse option.

CallUs Widget dialog.
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Stopping a co-browse session

Once a co-browse session has been established, both parties have the ability to terminate the
session. At any time, either party may click the "Exit Co-browse session" icon located next to the

Session ID.

Home About Us

All Categories

lectronics Store

Shop A My Account

& Live Chat
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Hello! How may | help you?
222 PM

John Johnson
| can't submit my document, any clue?
223 PM

Marcus Aurelius

No wormies. Please click "Start Co-
browse" button (nght under input box)
and | will guide you.

228 PM

Type your message here
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Exiting a co-browse session

The other party will be notified that the session has ended, and the agent's browser will no longer
display a view of the customer's browser. Also, if the primary interaction (chat or voice call) is
terminated, the co-browse session will be terminated automatically. Sessions can also terminate due
to inactivity, after a pre-configured timeout expires. Likewise, if the agent closes their browser, or
navigates to a third-party website, the session will terminate if the agent does not return back to the
session page within the pre-configured timeout.

Once a session has been terminated, it cannot be reactivated. If the session was deactivated
accidentally, a new session has to be initiated, with a new session identifier.

Participating in a Co-browse Session

Once a co-browse session begins, the agent can use his or her mouse pointer to guide the customer
through the web site. Agents start co-browse sessions in Pointer Mode. In Pointer Mode, the customer
and the agent can see each other's mouse pointer but the agent can not enter any information into
the web page, click buttons, or navigate the customer's browser. If the agent needs to enter
information into the web page or to navigate the browser, he or she can send the customer a request
to switch the co-browse session to Write Mode. For more information on Pointer Mode and Write
Mode, see Pointer Mode and Write Mode.

All actions (mouse clicks, key presses, and so on) are actually performed on the customer side. Any
actions taken by the agent are sent to the customer's browser. This ensures a secure approach, as all
browsing is done on one side—the customer's side. This approach also provides for greater
performance and a more seamless customer experience. Each participant can see the other
participant's mouse movements as well. This enables an agent to point to specific sections on the
web page to help direct the customer through their task.

Managing the virtual browser

The size of the agent's virtual browser (a window on the agent's computer that displays the
customer's browser window) matches the actual size at the customer's end. The agent can use the
zoom-to-fit button to scale the display to fit in the agent's window. Or, scroll bars appear to help the
agent navigate the customer's browser if their window is bigger than the agent's co-browse area.
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Zoom In/Zoom out
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Better Customer Experiences

As customer interactions have expanded across multiple touchpoints, many
have been forced to manage front and back office efficiency with a mix of di
miulti-vendor solutions. As a result, customers have broken experien
their patience and loyalty, while organizations don't realize ional effici
financial returns.

hat's reqmred IS an mtegrated I in-one customer experience platform the
customer context across all touchpgints and communication channels availz
cloud or in your data center. It take§ these capabilities to measurably optimi
back office workforces, increase effjciencies, improve end-to-end customer
along the customer journey, and redquce your total cost of ownership.

enesys can help you successfully ifgplement best-in-class solutions to img
loyalty, increase sales and collections) and align your customer care with st
goals—all while delivering operational kfficiencies and lower costs across yi
organization.
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Visibility of sensitive data

Administrators can limit which fields are readable to the agent; asterisks (****) display anywhere that
characters are masked. For example, administrators might choose to mask only the customer's
password and social security number—or an entire page—from all agents. Images can also be
masked from the agent and will display as a grayed out area. Both masked fields and images are
surrounded with a purple border.

At the same time, control for some elements, like buttons or links, can be disabled. These disabled
elements are surrounded with a green border. By default, all Submit buttons are deactivated for
agents. If the agent clicks on a Submit button, nothing happens. The customer always has
permission to submit any web forms, just as they would while browsing normally.
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One-Session Agent Limitation

By default, agents are prohibited from handling more than one co-browsing session at the same time.
Starting with Genesys Co-browse release 8.5.003.04, you can disable one-session limitations and
configure the number of simultaneous co-browsing sessions an agent can participate in with the
agentSessionsLimit option in the cobrowse section of the Workspace Desktop Edition application.

When an agent is busy with a co-browsing session and a session limitation is enabled, other
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customers can still start additional Co-browse sessions from their browsers but the sessions
immediately end with a configurable notification explaining the agent is currently busy with another
Co-browse session. See Localization to configure this message.

Note that in Workspace Desktop Edition you can override any option on the agent group and agent
levels, WDE Configuration Options and Annexes.
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