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3 Reasons Why the 
Internet Causes Problems 
for the Healthcare Industry
To identify three issues inherent to the online healthcare 
industry, let’s look at the largest online healthcare industry in 
America: the healthcare marketplace.

This past tax season was the first time that Americans were 
required by the Affordable Care Act to indicate that they had 
health insurance coverage for all of 2014. If they did not, they 
faced a tax penalty. To comply with this requirement, many 
Americans turned to the online health insurance marketplace  
at the end of 2013 to buy the required coverage for the 
upcoming year. 

However, as with all new programs, there were a few hiccups 
with the online process when it first began. Many people 
struggled to log into their accounts and verify that they were 
who they claimed to be. In addition, HealthCare.gov collapsed 
under the pressure of the high amount of user traffic and was 
barely functioning during its first few months of existence.

These days, the health insurance marketplace is running much 
more smoothly. The website is able to take on the heavy load 

No matter what industry you are in, taking 
advantage of your online market is a great 
business move. By providing online access, 
your services can reach more people and be 
more convenient for your customers. 

However, if you are in the healthcare 
industry, the internet provides some unique 
challenges to you and your customers. This 
guide looks at three major issues inherent 
to the online healthcare industry, and three 
critical ways visual engagement software can 
resolve these issues.

Only 49% of customers 
say they are satisfied with 

their current healthcare 
customer experience.

Strategy&
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of its user traffic during this season. In fact, according to Lauren 
Banks, chief policy and advocacy officer at AIDS Alabama, the 
website is running perfectly. 

However, users still face many of the same problems as they did 
when the website first went live. People still have trouble logging in 
and completing the identity proofing process. In addition, there are 
significant delays, causing many people to take over 90 minutes to 
complete their application. Others haven’t been able to complete 
their application at all.

If the website is running “perfectly,” why has it been so difficult for 
users to complete their applications in a timely manner or complete 
them at all? 

With that in mind, let’s take a look at three reasons why the 
healthcare marketplace isn’t user friendly, especially when users are 
required to complete processes online.

1. COMPLICATED PROCESSES
In the healthcare industry customers often need to a complete long, 
complex process to submit an application or make a claim on their 
insurance. However, these complicated processes are a necessary 
evil in order to ensure that customers are protected by the law and 
provided with all of the services they need. 

At the same time, customers often do not understand why these 
processes are so difficult. From their end, all they see is an overly 

challenging and frustrating ordeal as they struggle to figure  
out how to submit an application or make a claim on  
their insurance. 

In addition, most customers are unfamiliar with the terminology 
used in the healthcare industry. This challenge alone can easily 
overwhelm customers and make them feel inadequate. 

This issue is accentuated when customers are trying to 
complete processes online. In an office, a representative can 
find all of the forms customers need and explain everything 
to them. When customers go online to complete the same 
processes, no one is there to help them. Customers are on their 
own. It is easy for to feel intimidated and to decide to give up.

Fully engaged policy 
owners purchase 22% 
more types of insurance 

products than actively 
disengaged policy owners.

Gallup State of the American Consumer 2014
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2. IMPERSONAL EXPERIENCE
Even if customers understand how to complete all of these 
complicated processes online, they do not usually have any  
human interaction with the agents working behind the 
scenes. In addition, signing up for health insurance or 
completing any other process in the healthcare industry is a 
chore that most people begrudgingly complete. 

Without an agent to make this chore easier customers can  
feel isolated and view the provider as cold, impersonal, and 
uncaring. Customers may even feel like they are just another 
number in a long line of other customers. 

When it comes to healthcare, people often want a provider 
that will make them feel cared for. If your customers don’t 
feel like your business cares about them, they will eventually 
turn to another provider who does.

3. USER UNCERTAINTY
Another issue when completing healthcare processes online 
is that users often don’t receive immediate confirmation that 
they are looking in the right place or that they’ve completed 
processes correctly. Customers may go online, think they’ve 
filled out all of the correct forms, and then find out later that 
they missed one crucial step—causing them to start the 
entire process over again. That is incredibly frustrating  
and discouraging.

Complications aside, it is often reassuring to customers to 
have someone familiar with the healthcare industry confirm 
that they did everything right. If customers are online, it 
is challenging for them to know whether they submitted 
everything correctly.

If you are in any part of the healthcare industry, you can 
learn from the example of the federal health insurance 
marketplace. You can recognize the issues inherent to 
transferring the healthcare process to the internet and 
address those issues proactively. 

3 Tips to Improve the  
Online Experience
Now that you know the three reasons why the healthcare industry doesn’t 
transfer well to the internet, what can you do to address these problems? 

First, recognize that all three of these issues stem from customers not 
being able to receive the help that they need—help they could easily 
receive if they were talking to a representative in an office. So the 
question becomes, how can you resolve this issue and offer the same level 
of personalized support online as in person?

Simplicity of service and trusted 
advice from a healthcare 

provider or healthcare-related 
brand account for nearly 

60% of what drives customer 
satisfaction and loyalty.
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The answer is to give customers access to a real 
human being who can help them when they are 
online. There are three capabilities you can add to 
your website to enhance your customers’ online 
experience, and give your customers access to a 
real person when they are online: cobrowsing, 
chat, and video.

COBROWSING CAPABILITIES
You may be thinking that you don’t need to 
provide access to a real person online because your customers can always 
call the business for help. However, have you ever been trying to help the 
customer on a phone call and thought, “If only they could see what I’m 
seeing, they would know exactly what I’m talking about”?

What if you could bypass this issue entirely? What if you could show your 
clients exactly what you are looking at and vice-versa? 

Cobrowsing enhances any communication you have with your clients 
when you are in different locations. When you cobrowse, you and  
your customers can show each other exactly what you are looking  
at in a browser. 

For example, say your customers need to submit a claim on their 
insurance, but don’t know where to look. With cobrowsing, you can  
show them exactly where to start. You can then walk through each  
step with them, eliminating any miscommunication and frustration  
caused by distance. 

Cobrowsing also allows you to provide personalized service much faster 
than you ever would be able to if you were only talking over the phone. 
On the phone, you have to describe every detail if you have any hope  
of directing your customers to the right place. Half the time they click  
on the wrong link anyway, forcing you to go back and repeat steps.  
This becomes especially confusing when there are multiple forms to fill 
out—many of which look very similar and can easily be confused  
with one another.

When you and your customer cobrowse together all you have to do is 
point to the link with your mouse and your customers know exactly 
where to go. You can even circle or highlight items on the screen in order 

58% say the primary benefit of 
cobrowsing and other social marketing 

and commerce solutions is the ability to 
listen to and better understand customers.

Forrester Research
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to better guide your customers. Both you and your customers will be 
happier as questions are resolved quickly and efficiently.

Since cobrowsing eliminates so much wasted time, you can take 
more time to provide personalized service to your customers. With 
cobrowsing you can also easily teach your customers the different 
processes so that they will be able to complete these processes on their 
own in the future. Once customers feel like they know your website 
inside and out, they will feel comfortable with your company and 
naturally come to rely on your company’s services.

One other critical point—a secure cobrowse solution also enables 
you to mask certain elements that your customers would like to keep 
private. Thus, customers can be confident that your agents never need 
to view any customer’s personal or sensitive information.

CHAT CAPABILITIES
What if a customer doesn’t have a question about how to complete 
an online process, but rather a question about which health insurance 
policy they should choose? Many people don’t understand the 
technical jargon of the health industry, and they need someone  
who is an expert in this industry to help them sort through all of  
their options. How can you make an expert easily accessible to  
your customers online?

The answer is to add chat capabilities to your website. With chat 
capabilities, customers can quickly ask their questions and receive 
the answers they need to make decisions. When customers know 
that someone is always there to help them, they will feel like your 
company really cares, ensuring that they are satisfied.

VIDEO CAPABILITIES
However, some of your customers may prefer 
to be able to see and talk to a real person 
face-to-face rather than simply chatting 
with someone in a text box. While chat 

capabilities are great, there are some significant advantages to 
adding video capabilities to your website when combined with your  
company’s voice capabilities.

First, video capabilities create a personalized experience—the 
same personalized experience that customers would receive in 
person. They can see with their own eyes that there is a real person 
who cares about resolving their concerns. Strong relationships are 
developed when your customers feel like you care about them on 
an individual level.

Second, with a video and voice combination, the entire conversation 
is more efficient. Instead of typing out every question and waiting 
for the store representative to type out the answer, customers can 
quickly ask their question. 

Sometimes with chat, customers don’t feel as comfortable asking 
for clarification and become easily confused—all without the 
representative realizing that there was a miscommunication. Even 
if a customer doesn’t ask for clarification on a video call, the 
representative can pick up on visual clues to see whether or not 
customers understand their explanation.

45% of buyers require  
person-to-person contact  

in the buying process.
ITSMA/CFO



You now know the top three issues inherent in the online 
healthcare industry: complicated processes, impersonal 
experience, and user uncertainty. You also know the 
solutions to these problems: add collaborative visual 
engagement tools to your healthcare website. Where  
can you find these services from a company you can  
trust and rely on?

Look no further. Glance is the company for you. Our 
goal is simple: 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!

Information for this eBook was provided by the following sources:

• http://www.fastcodesign.com/3038669/4-things-healthcaregov-20-get-right-and-5-things-it-still-gets-wrong

• http://www.nytimes.com/2014/11/16/us/health-insurance-marketplace-opens.html?_r=0

• http://obamacarefacts.com/howdoes-obamacare-work/ www.glance.net


