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Cleaning up the streets with an 
AI-powered chatbot

The London Borough of Redbridge

wanted to simplify communication 

with residents regarding rubbish 

collection. The borough launched 

an AI-powered chatbot that could 

answer straight-forward questions 

and allowed users to find out 

when their holiday bin collection 

date was scheduled.

Data and AI / © 2019 IBM Corporation

25% 

lower call volumes

~95% 

satisfaction rate

“With EscalateAI and Watson, we 
can be far more proactive and stay 
ahead of the data trends and as such 
demand.”

— Emeran Saigol, Head of Change, London 
Borough of Redbridge

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant

IBM Watson Tone Analyzer
IBM Watson Visual 

Recognition

Industry: Government
Geography: United Kingdom
Pattern: Customer Self-Service

London Borough of 
Redbridge

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Government

Product: Watson Assistant

Product: Watson Tone Analyzer

Product: Watson Visual 

Recognition

https://www.ibm.com/watson/ai-assistant/
https://www.ibm.com/watson/services/tone-analyzer/
https://www.ibm.com/cloud/watson-visual-recognition
https://www.ibm.com/case-studies/londonborough-of-redbridge
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TOBi is built on the latest, 
leading AI technology, giving 

customers a conversational 
experience that can directly 
solve problems but also 
seamlessly hand over to a real 

person when appropriate.

Data and AI / © 2019 IBM Corporation

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

The technology is evolving 
extremely rapidly, but we 
believe TOBi has already 
cemented himself as a key 
part of the future of customer 
service at Vodafone.

Solution

IBM Watson Assistant
Global Business Services

Customer Success Story

The first live chatbot in UK telecoms

Industry: Telecommunications
Geography: United Kingdom
Pattern: Customer Self-Service

Vodafone >70% 

Customer queries resolved

Mid 60s NPS

achieved by TOBi

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Telecommunications

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/services
https://www.youtube.com/watch?v=bYqazJ5jy2k&t=1s
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The Virtual Assistant weaves automated 
assistance seamlessly with human 
intervention

With Watson, RBS built Cora, a 

digital assistant that helps better 

serve customers through first-time 

problem resolution. If Cora 

doesn’t know the answer to a 

question, it seamlessly connects 

the customer to a live agent. In 

order to assist agents with these 

more complex questions, RBS later 

built Marge with Watson.

Data and AI / © 2019 IBM Corporation

50%

of customer questions Cora 
can answer after just a few 
months

20% 

reduction in the length of 
agent / customer 
conversations

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Discovery
Global Business Services

Industry: Financial Services
Geography: United Kingdom
Pattern: Customer Self-Service, Agent Assist

Royal Bank of Scotland

Customer Success Story

“You don’t program a chatbot as 
much as you teach her–it’s really a 
new kind of systems development 
practice, where iterative learning 
shifts the development paradigm.”

-Naresh Vyas, Royal Bank of Scotland Head of 
Solutions,

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Banking and Financial 

Markets

Product: Watson Assistant

Product: Watson Discovery

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/discovery/
https://www.ibm.com/services
https://www.ibm.com/industries/banking-financial-markets/front-office/chatbots-banking
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Enhancing customer experience at scale 
with an AI-powered chatbot

To scale the service to support 
thousands of users per day, the 

company worked with IBM to 
develop an AI-powered chatbot 
that can converse with 
customers in Finnish, provide 

helpful insurance advice, and 
streamline claims processing.

Data and AI / © 2019 IBM Corporation

Automates

twice as many conversations

Accelerates ROI 

by scaling customer service 
capabilities

“When we rolled out the chatbot 
to our customers, it outperformed our 
targets by a huge margin: the rate of 
automation was more than double 
what we had expected.”

— Jaakko Sävilammi, Development Manager, OP 
Financial Group

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Services

Industry: Insurance
Geography: Finland
Pattern: Customer Self-Service

OP Financial Groups

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Insurance

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/services
https://www.ibm.com/case-studies/op-financial-group
https://www.ibm.com/case-studies/op-financial-group
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Using Watson to enhance customer 
satisfaction

RoboChat: Text based virtual 
assistant designed to help with 
the home loan application 
process 

Mia: My Interactive Agent, can 
answer more than 300 different 
spoken questions 

RoboBrain: AI-powered 
information sourcing tool to 
increase employee productivity 

Data and AI / © 2019 IBM Corporation

15%

increase in conversion 
through the online 
application form s 

33% 

cutting down manual search 
time

“We first started in the AI space in 
2017, working with the IBM Watson 
team to solve a customer problem:  the 
application form was sometimes 
overwhelming to people. So, we set 
out to build RoboChat, which gives 
customers support at any time with 
the home loan app, and it also frees up 
our advisors to help customers with 
more complex questions during 
business hours.”

— Lee Hatton, CEO of UBank

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Discovery

Industry: Financial Services
Geography: Australia
Pattern: Customer Self-Service, Agent Assist

UBank

Customer Success Story 

Appears Under:

AI Ladder: Infuse

Geography: Asia Pacific

Industry: Banking and Financial 

Markets

Product: Watson Assistant

Product: Watson Discovery

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/blogs/watson/2018/10/from-robochat-to-robobrain-ubank-uses-watson-to-enhance-customer-satisfaction/
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Better customer engagement with AI

Japan Airlines decided to set a 

new standard in customer service 

by providing a more personalized 

travel experience by learning from 

customers and taking their 

personalities into account. For 

assistance, they turned to IBM 

Services to help them apply AI to 

the solution.

Data and AI / © 2019 IBM Corporation

70%

of customers were satisfied 
with Makana-chan

>80% 

would recommend the 
service to others

“We are delighted to lead the way in 
improving the passenger experience 
through this pioneering use of AI. We 
look forward to working with IBM to 
explore other ways that virtual 
assistants like Makana-chan can 
benefit JAL and our customers..”

— Takayuki Okamoto, Manager of the Web 
Sales Department, Japan Airlines

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Personality 
Insights
IBM Watson Visual Recognition

Industry: Travel & Transportation
Geography: Japan
Pattern: Customer Self-Service

Japan Airlines

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Japan

Industry: Travel and Transportation

Product: Watson Assistant

Product: Watson Personality 

Insights

Product: Watson Visual 

Recognition

https://www.jal.co.jp/en/
https://www.ibm.com/services/
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/personality-insights/
https://www.ibm.com/cloud/watson-visual-recognition
https://www.ibm.com/blogs/client-voices/ai-personalizes-japan-airlines-travel-experience/
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Cultivating happy, healthy and 
productive workplaces with 
AI-driven support 

Assima deployed a digital 
agent, which provides 

information and guidance to 
users’ screens in real-time. If an 
employee is struggling with the 
next step in a process, the 

agent intervenes with the 
relevant documents and 
performs tasks automatically.

Data and AI / © 2019 IBM Corporation

40% 

increase in engagement from 
new and existing clients since 
adoption of AI began 

500%

reduction in time-to-market 
by moving to IBM Cloud

“IBM Watson solutions are helping 
us create the ‘smarter employee’, 
who benefits from reduced 
complexity to get the most out of 
business applications.”

—Eleni Iatridis, Chief Learning Officer, Assima

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant

Industry: Technology
Geography: United Kingdom
Pattern: Employee Self-Service

Assima

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Computer Services

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/case-studies/assima
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40% 

average time-saving for HR 
functions by reducing 
administration workloads 

Empowers

HR personnel to spend more 
time on value-added talent 
development 

Cultivating happy, healthy and 
productive workplaces with 
AI-driven support

Vidahora aims to help 
companies across Spain build 

high-quality working 
environments. To achieve its 
goal, the company uses 
innovative AI assistants from 

IBM® Watson® to answer 
common employee questions 
and track employees’ health 
and wellness targets.

Data and AI / © 2019 IBM Corporation

“Our ultimate goal is to help 
businesses develop and retain their 
talent, and thanks to IBM Watson 
Assistant our clients have more time 
than ever to focus on those value-
added activities.”

— Paula Martínez López, Co-Founder, 
Vidahora

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Cloud bare metal servers
Weather Solutions & IOT 
Platform

Industry: Professional Services
Geography: Spain
Pattern: Employee Self-Service

Vidahora

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Professional Services

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/bare-metal-servers
https://www.ibm.com/weather
https://www.ibm.com/case-studies/vidahora-watson-employee-engagement
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Bradesco
How a Brazilian bank pays personal 
attention to each of their 65 million 
customers

In a business as competitive as 

banking, if your customers don’t 

have a great experience, they may 

not be your customers for long. So 

Bradesco started looking for a way 

to increase the speed of service 

and also improve the level of 

personalization for each client. 

That’s when they turned to IBM 

and Watson.

Data and AI / © 2019 IBM Corporation

95%

accuracy rate

283,000 

questions answered 
a month

“Our current clients notice the 
improved service, which in turn 
attracts new clients, and this is what 
helps the bank scale.”

— Marcelo Camara, Bradesco AI Lead

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Discovery
Global Business Services

Industry: Financial Services
Geography: Brazil
Pattern: Agent Assist

Customer Success StoryCustomer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Latin America

Industry: Banking and Financial 

Markets

Product: Watson Assistant

Product: Watson Discovery

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/services
https://www.ibm.com/blogs/watson/2018/10/from-robochat-to-robobrain-ubank-uses-watson-to-enhance-customer-satisfaction/
https://www.ibm.com/blogs/watson/2018/10/from-robochat-to-robobrain-ubank-uses-watson-to-enhance-customer-satisfaction/
https://www.ibm.com/watson/stories/bradesco/
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Answers customer enquiries faster than 
ever with an AI-powered virtual assistant

MultiChoice South Africa 
turned to IBM to help to 

develop a virtual assistant 
named TUMI, enabling agents 
to source relevant information 
quickly.

Data and AI / © 2019 IBM Corporation

20% 

faster call resolution boosts 
customer satisfaction 

60% 

reduction in training time for 
new call center agents 

“On the first day of live operation, the 
chatbot provided the correct response 
to 70 percent of all enquiries—an 
extraordinary result for a cognitive 
solution so early in its lifecycle.” 

-Roland Naidoo, Head of Customer Operations 
Support, MultiChoice South Africa 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
Global Business Services

Industry: Media & Entertainment
Geography: Africa
Pattern: Agent Assist

MultiChoice

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Middle East and Africa

Industry: Media and Entertainment

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/services
https://www.ibm.com/case-studies/multichoice-south-africa-ai-watson-broadcast-cloud
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How a French bank built upon its 
strength — quality customer service

After running a diagnosis of 
how client advisors were 

spending their time, Crédit 
Mutuel turned to IBM to find a 
solution that could speed up 
everyday processes and allow 

client advisors time to address 
more complicated and nuanced 
problems.

Data and AI / © 2019 IBM Corporation

60% faster

Expert service with Watson

Addresses 50% 

of the 350,000 daily emails 
received by the bank’s client 
advisors

“Watson is a job facilitator. It allows 
resources to be refocused on matters 
of added value…Once you 
understand that Watson helps us on 
a daily basis and gives us an extra 
edge, everyone wins.”

— Pierre Reichert, CEO, Crédit Mutuel

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Discovery
IBM Watson Knowledge Studio
IBM Watson Natural Language 
Classifier
IBM Watson Explorer
Global Business Services

Industry: Banking
Geography: France
Pattern: Agent Assist

Crédit Mutuel

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Banking and Financial 

Markets

Product: Watson Assistant

Product: Watson Discovery

Product: Watson Knowledge Studio

Product: Watson Natural Language 

Classifier

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/discovery/
https://www.ibm.com/watson/services/knowledge-studio/
https://www.ibm.com/watson/services/natural-language-classifier/
https://www.ibm.com/products/watson-explorer
https://www.ibm.com/services
https://www.ibm.com/watson/stories/creditmutuel/
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Using IBM Watson technology to 
extract decades of experience from an 
ocean of data

Woodside harnesses the power of 

AI to extract meaningful insights 

from 30 years of dense and 

complex engineering data. IBM® 

Watson® technology puts decades 

of knowledge at the fingertips of 

employees across the company, 

helping answer tough questions 

faster to enable fact-driven 

decision making on complex 

projects.

Data and AI / © 2019 IBM Corporation

AUD 10M savings 

in employee costs 

75% 

reduction in time spent by 
the geoscience team reading 
and searching through data 
sources

“I think that’s the most exciting thing 
about cognitive is that it keeps 
learning. Once Watson’s been taught 
and gotten better at an answer, it is 
immediately available to all 
employees no matter where they 
are.”

— Shaun Gregory, Chief Technical Officer, 
Woodside Energy

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Discovery
IBM Watson Natural Language 
Classifier
Global Business Services

Industry: Chemicals & Petroleum
Geography: Australia
Pattern: Expert Assist

Woodside Energy

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Asia Pacific

Industry: Chemicals

Industry: Oil and Gas

Product: Watson Assistant

Product: Watson Discovery

Product: Watson Natural Language 

Classifier

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/discovery/
https://www.ibm.com/watson/services/natural-language-classifier/
https://www.ibm.com/services
https://www.ibm.com/case-studies/woodside-energy-watson-cognitive
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Helping legal teams draft high-quality 
litigation work in minutes and drive 
down costs by 80 percent

With intuitive IBM® Watson® 

offerings, LegalMation developed 

a first-of-its-kind AI platform to 

automate routine litigation tasks. 

Supported by the IBM Watson 

ecosystem, the company quickly 

launched its solution for drafting 

early phase response documents, 

helping legal teams save time, 

drive down costs and shift 

strategic focus. 

Data and AI / © 2019 IBM Corporation

Two minutes or 
less

for drafts that previously 
required hours of labor 

80% cost savings 

and more accurate, higher-
quality response documents 

“The With Watson partnership is 
very valuable for LegalMation and 
we see great potential in continuing 
to grow together.”

— James Lee, Cofounder and Chief Executive 
Officer, LegalMation

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Knowledge Studio
IBM Watson Natural Language 
Understanding
With Watson

Industry: Professional Services
Geography: United States
Pattern: Expert Assist

LegalMation

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Professional Services

Product: Watson Knowledge Studio

Product: Watson Natural Language 

Understanding

https://www.ibm.com/watson/services/knowledge-studio/
https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/watson/with-watson/
https://www.ibm.com/case-studies/legalmation
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How a top-tier professional services 
firm decodes tough tax law to get 
millions back for their clients

Tax professionals and engineers in 

R&D departments spend 

thousands of hours manually 

reviewing materials to discern the 

appropriate evidence, 

and missing a detail could mean 

missing out on millions. So, KPMG 

turned to Watson to help them 

more effectively find R&D tax 

relief for their clients.

Data and AI / © 2019 IBM Corporation

~3 out of 4 times

Watson recommended the 
correct tax treatment

5 different R&D 
models

Watson was trained on with 
>10,000 documents

“Watson helps me deliver better 
results in less time. That’s a huge 
advantage.”

— Vinodh Swaminathan, Principal, KPMG

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Discovery
IBM Watson Knowledge Studio
IBM Watson Natural Language 
Understanding
Global Business Services

Industry: Professional Services
Geography: United States
Pattern: Expert Assist

KPMG

Customer Success Story

“The change Watson has brought 
internally is making a difference in 
people’s job satisfaction. People are 
happy and motivated to come in and 
do something exciting.”

— Brad Brown, CIO, Tax, KPMG LLP.

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Professional Services

Product: Watson Discovery

Product: Watson Knowledge Studio

Product: Watson Natural Language 

Understanding

https://www.ibm.com/watson/services/discovery/
https://www.ibm.com/watson/services/knowledge-studio/
https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/services
https://www.ibm.com/watson/stories/kpmg/
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Helping companies do business with 
customers they can trust through AI 
technology

To help companies ensure they 
work with trustworthy 

individuals, ThKeeper built an 
AI solution that provides 
unprecedented insight into the 
risk of doing business with 

customers.

Data and AI / © 2019 IBM Corporation

3 months 

to augment the service with 
AI capabilities 

6 months

saved by automating 
customization of user 
interfaces 

“IBM Cloud makes it easy for us to 
plug in APIs from IBM Watson and 
third parties to further enhance our 
identity risk management service.”

— Joseph Remesar, CEO, ThKeeper

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud Virtual Servers
IBM Watson Discovery

Industry: Computer Services
Geography: United Kingdom
Pattern: Expert Assist

ThKeeper

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Computer Services

Product: Watson Discovery

https://www.ibm.com/cloud/virtual-servers
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/case-studies/codeobjects
https://www.ibm.com/case-studies/thkeeper-ibm-cloud-identity-risk-management
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Accelerating learning with on demand 
insight delivered by AI

The Conference Board, working 
with a solution supported by 

IBM Watson technology, 
empowered conference 
attendees to search for and 
identify relevant studies and 

findings without interrupting 
their current conversations.

Data and AI / © 2019 IBM Corporation

Answers complex 
questions

in seconds

~50%

increase in member 
engagement

“CAITO can capture all of that 
intellectual capacity that our 
organization has and better deliver 
it.”

— Nick Sutcliffe, Managing Director for Asia 
Pacific, The Conference Board Inc.

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud Foundry
IBM Cloud Kubernetes Service
IBM Watson Discovery

Industry: Professional Services
Geography: United States
Pattern: Expert Assist

The Conference Board Inc.

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Asia Pacific

Industry: Professional Services

Product: Watson Discovery

https://www.ibm.com/cloud/cloud-foundry
https://www.ibm.com/cloud/container-service
https://www.ibm.com/watson/services/discovery-3/
https://www.ibm.com/case-studies/the-conference-board
https://www.ibm.com/case-studies/the-conference-board
https://www.ibm.com/case-studies/the-conference-board
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Putting valuable information at 
employees’ fingertips with an AI-
driven virtual assistant

CaixaBank was the first 

organization in the world to train 

the IBM Watson platform to 

understand Spanish when it built a 

decision-support solution for its 

traders. To enhance its customer 

service, the bank has again 

deployed Watson solutions to 

create a virtual assistant to 

support its client-facing 

operatives.

Data and AI / © 2019 IBM Corporation

80% of queries

answered instantly, reducing 
call center volumes 

Enables faster

and more responsive customer 

services 

“Thanks to our work with IBM 
Watson, we are strengthening our 
position as a technology leader 
within the Spanish banking sector 
and maintaining our strong market 
position.”

— David Almendros, Director of Artificial 
Intelligence, CaixaBank, S.A.

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Discovery

Industry: Banking
Geography: Spain
Pattern: Expert Assist

CaixaBank, S.A.

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Banking and Financial 

Markets

Product: Watson Assistant

Product: Watson Discovery

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/discovery/
https://www.ibm.com/case-studies/caixabank
https://www.ibm.com/case-studies/caixabank
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Unlocking new insights with a central, AI-
managed research library

The business used AI to make it 
possible to cross-reference and 

draw meaningful conclusions 
from its own critical market 
research as well as third-party 
reports by creating a unified 

report repository, supported by 
IBM Watson and IBM Cloud 
technology.

Data and AI / © 2019 IBM Corporation

Cuts

reporting times drastically

Delivers 

new insight with AI-backed 
search functions

“Now everyone in the company, no 
matter which brand or department, 
can instantly find exactly what they 
need.”

— Suhale Kapoor, Executive Vice-President 
and Cofounder, IBM Business Partner 
Absolutdata

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Watson Assistant
IBM Watson Discovery
IBM Watson Knowledge Studio

Industry: Consumer Products
Geography: Middle East
Pattern: Expert Assist

Dairy, food and beverage 
manufacturer

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Middle East and Africa

Industry: Retail and Consumer 

Products

Product: Watson Assistant

Product: Watson Discovery

Product: Watson Knowledge Studio

https://www.ibm.com/cloud
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/watson/services/knowledge-studio/
https://cms.ibm.com/case-studies/dairy-food-and-beverage-manufacturer
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All it takes is a text to anonymously 
report a crime

Repo Cyber helps potential 
informants break their silence 

with an easy-to-use, smart city 
app that protects users’ 
identities. Supported by IBM 
Cloud infrastructure, the Repo 

Cyber app increased citizen 
reports in one Israeli city by 
more than 450% while helping 
police respond more quickly.

Data and AI / © 2019 IBM Corporation

>450% 

boost in reports of crimes 
and other concerns

~30%  

rise in service levels across 
city departments

“Within a short period, [the IBM 
team] helped us set up our app and 
expand its capabilities with minimal 
risk to our company.”

— Zeev Mindali, Chief Technology Officer and 
Cofounder, IBM Business Partner Repo Cyber 
Ltd.

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Visual Recognition
IBM Watson Knowledge Studio
IBM Blockchain Platform
IBM Identity and Access 
Management

Industry: Government
Geography: Israel
Pattern: Visual Recognition

Repo Cyber Ltd.

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Middle East and Africa

Industry: Computer Services

Industry: Government

Product: Cloudant

Product: Watson Assistant

Product: Watson Knowledge Studio

Product: Watson Visual 

Recognition

https://cloud.ibm.com/catalog/services/visual-recognition
https://www.ibm.com/cloud/blockchain-platform?mhq=IBM%20Blockchain%20platform&mhsrc=ibmsearch_a
https://www.ibm.com/us-en/marketplace/identity-access-management-family
https://cms.ibm.com/case-studies/repo-cyber
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An innovative visual recognition 
solution helps a growing insurance 
industry

Planetun created a first-to-
market solution for insurance 

companies using the IBM 
Watson Visual Recognition 
service on IBM Cloud. The 
Garage group also helped 

Planetun transform an existing 
monolithic application to a 
more modern architecture 
based on microservices.

Data and AI / © 2019 IBM Corporation

Eliminates rework

for insurance companies and 
their customers 

Cuts costs 

for insurance providers

“By using Watson here in the 
process, we have a very large cost 
reduction because there is a 
reduction of work; in fact, rework is 
trending towards zero.”

— Henrique Mazieiro, Chief Executive Officer 
and Co-Founder, Grupo Planetun

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Visual Recognition
IBM Cloud
IBM Cloud Kubernetes Services
IBM Garage

Industry: Insurance
Geography: Brazil
Pattern: Visual Recognition

Grupo Planetun

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Latin America

Industry: Computer Services

Industry: Insurance

Product: Watson Visual 

Recognition

https://www.ibm.com/watson/services/visual-recognition
https://www.ibm.com/cloud/garage/practices/run/tool_ibm_container/
https://www.ibm.com/garage/
https://www.ibm.com/case-studies/grupo-planetun
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Automating search engine optimization 
with IBM Watson services

Clearscope uses IBM Watson 
Natural Language 

Understanding software to 
automate analysis of top-
performing pieces of content 
for keywords and provide 

actionable recommendations.

Data and AI / © 2019 IBM Corporation

15% 

month-over-month revenue 
growth 

42%

month-over-month increase 
in organic 
search traffic

“With Watson, we can rapidly sift 
through top-ranking articles and put 
near real-time data into the hands of 
content experts.”

— Bernard Huang, Co-founder, Clearscope

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

Watson Natural Language 
Understanding

Industry: Computer Servicese
Geography: United States
Pattern: Natural Language Understanding

Clearscope

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Computer Services

Product: Watson Natural Language 

Understanding

https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/case-studies/clearscope
https://www.ibm.com/case-studies/clearscope
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Supporting smarter supply chain 
operations with cognitive cloud 
technology

BASF’s Nutrition & Health 
division conducted a proof of 

concept with IBM Watson 
technology to explore how AI 
and machine learning can 
support smarter inventory 

decisions, helping to ensure 
that products arrive in the right 
place at the right time.

Data and AI / © 2019 IBM Corporation

Increases visibility 

on operation status

Supports 
comprehensive 
planning 

and more agile responses in 
a volatile market 

“IBM Cloud and Watson AI services 
gave us access to a wide range of 
machine learning models with IBM 
experience built-in, right out-of-the-
box. This meant that we could start 
analyzing our data immediately.”

— Dr. Bernd Lohe, Director Supply Chain 
Operational Excellence & Digitization, BASF 
Nutrition & Health

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Enterprise Design Thinking
IBM Services
IBM Watson Assistant
IBM Watson Supply Chain 
Insights

Industry: Chemicals & Petroleum
Geography: Germany
Pattern: Supply Chain

BASF

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Chemicals

Product: Watson Assistant

https://www.ibm.com/cloud/
https://www.ibm.com/design/thinking/
https://www.ibm.com/services
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/us-en/marketplace/supply-chain-insights
https://www.ibm.com/case-studies/basf
https://www.ibm.com/case-studies/basf
https://www.ibm.com/case-studies/basf


23

Innovation on tap — serving up a 
winning candidate experience

ZX Ventures used the IBM 
Watson Candidate Assistant 

solution to engage job seekers 
in personalized discussions and 
enable them to learn about the 
company’s unique culture and 

career opportunities. 

Data and AI / © 2019 IBM Corporation

Engages over 600

applicants a month in natural 
conversation

Added 50 

working days of recruitment 
effort during the first seven 
months

“We needed to communicate our 
culture and authentically tell our 
story to more people. The Watson 
solution was a mechanism designed 
to deliver that.”

— Kristina Deighan, Global Manager of Talent 
Attraction, ZX Ventures

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Candidate 
Assistant
IBM Watson Natural Language 
Understanding

Industry: Professional Services
Geography: United States
Pattern: HR

ZX Ventures

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Professional Services

Product: Watson Assistant

Product: Watson Natural Language 

Understanding

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/case-studies/zx-ventures
https://www.ibm.com/case-studies/zx-ventures
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Turning up cost efficiency and output 
for windfarms with predictive 
maintenance solutions 
in the IBM Cloud

Performance for Assets (P4A) 
teamed up with the IBM 

Garage consultancy in Nice to 
develop an advanced 
monitoring system for wind 
turbines in the IBM Cloud, 

emerging with an initial version 
in just eight weeks.

Data and AI / © 2019 IBM Corporation

Wins

business for P4A by helping 
wind energy producers boost 
asset performance 

Readies

P4A for growth with highly 
scalable solution 
architecture…

“Thanks to IBM Garage, we now 
have a simple, scalable platform 
based on IBM Cloud solutions that 
we can take to market to start 
making waves in the energy sector.“

— Laurent Rakoto, Data Analyst, Performance 
for Assets

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson IoT
IBM Watson Machine Learning
IBM Cloud Foundry
IBM Garage
IBM Informix on Cloud

Industry: Energy & Utilities
Geography: Belgium
Pattern: Other

Performance for Assets

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Energy and Utilities

Product: Informix

Product: Watson Assistant

Product: Watson Machine Learning

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/us-en/marketplace/internet-of-things-cloud
https://www.ibm.com/cloud/machine-learning
https://www.ibm.com/cloud/cloud-foundry
https://www.ibm.com/garage/
https://www.ibm.com/cloud/informix
https://www.ibm.com/case-studies/performance-for-assets-ibm-cloud-energy
https://www.ibm.com/case-studies/performance-for-assets-ibm-cloud-energy
https://www.ibm.com/case-studies/performance-for-assets-ibm-cloud-energy
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One of Spain’s leading utility 
companies, signs Hybrid Cloud Services 
agreement with IBM to boost digital 
transformation

Industry: Energy & Utilities
Geography: Spain
Pattern: Other

Naturgy

Solution

IBM Watson Assistant
IBM Watson IoT
IBM Cloud
IBM Services

Access to virtual 
assistants & 
automation

for faster IT resources 
and support and less 
professional down time

Naturgy, one of Spain's 
largest suppliers of gas and 

electricity, serving more than 
18-million customers in 
more than 30 countries, has 
announced a ten-year 

agreement with IBM to help 
implement a hybrid cloud 
strategy to support a 
secured and flexible 

network.

“Over the last year we've undertaken 
strategic steps to help drive our 
organization to the future with 
access to IBM advanced 
technologies. IBM's deep industry 
knowledge and access to researchers 
via the innovation hub allows us to 
provide the level of innovation and 
customer engagement required to be 
a global leader in our industry,”

— Miguel Ángel Aller, LEAN chief project 
officer

Customer Success Article

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Energy and Utilities

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/us-en/marketplace/internet-of-things-cloud
https://www.ibm.com/cloud/hybrid
https://www.ibm.com/services
https://newsroom.ibm.com/2019-06-20-Naturgy-One-of-Spains-Leading-Utility-Companies-Signs-Hybrid-Cloud-Services-Agreement-with-IBM-to-Boost-Digital-Transformation
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Herald the role of AI to maintain a 
competitive advantage in sports 
landscape

Industry: Media & Entertainment
Geography: Europe
Pattern: Other

Wimbledon

Solution

IBM Watson OpenScale

Use of Watson 
OpenScale

to determine and capture 
highlights that reflect a 
player’s excitement levels

Protection

against over 200 million 
suspicious security events

“For 30 years, IBM's technology innovations 
have been at the heart of our efforts to 
continuing our journey towards a great digital 
experience that ensures we connect with our 
fans globally wherever they may be watching 
and from whatever device that may be. Our 
partnership with IBM is critical to us in 
helping us to disrupt the traditional 
perceptions of Wimbledon through 
innovative, world-class uses of technology, in 
particular, enabling us to place content with 
fans where they want to consume it and 
acknowledge the ever-increasing focus on 
video and new content formats.”

— Alexandra Willis, Head of 
Communications, Content and Digital, AELTC

The All England Lawn Tennis Club 

(AELTC) and IBM today continued the 

pledge of their partnership to leverage 

disruptive innovation to elevate and 

differentiate the iconic traditional 

tennis tournament. Announcing a 

series of innovations for The 

Championships 2019 across AI and 

Cloud, maximizing the opportunities 

presented by IBM's core strategic 

capabilities, the 30-year-old partners 

maintained the importance of 

challenging the status quo through 

technology.

Customer Success Article

Appears Under:

AI Ladder: Analyze

Geography: Europe

Industry: Media and Entertainment

Product: Watson OpenScale

https://www.ibm.com/cloud/watson-openscale
https://newsroom.ibm.com/2019-06-13-Wimbledon-IBM-Herald-The-Role-Of-AI-To-Maintain-A-Competitive-Advantage-In-Sports-Landscape
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How AI technology can help boost 
fashion forecasting

Industry: Retail and Consumer Products
Geography: India
Pattern: Employee Self-Service

Bestseller India

Solution

IBM Watson Assistant

Predicting fashion 
trends

through use of the Watson AI 
Engine

Adapting

by examining data through 
use cases

Bestseller India is working with 

IBM to transform themselves 

into a cognitive enterprise. 

Together with IBM, Bestseller 

India is working towards 

developing an IBM Watson AI 

engine that will aid in trend and 

fashion predictions in hopes of 

meeting customer expectations 

while maintaining efficiency.

Customer Success Story

“At Bestseller India, our first Watson 
project is a chatbot that can answer 
employee questions. Its usefulness 
has made it quite popular. People 
become enthusiastic when they see 
how AI can improve their job 
performance, help support 
colleagues and make a difference in 
their work lives.”

— Vineet Gautam, Chief Executive Officer and 
Country Head, Bestseller India Pvt. Ltd.

Appears Under:

AI Ladder: Infuse

Geography: Asia Pacific

Industry: Retail and Consumer 

Products

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/blogs/client-voices/ai-boosts-fashion-forecasting/
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Develops food inspired by IBM artificial 
intelligence

Industry: Retail, Consumer Products
Geography: Europe
Pattern: Natural Language Understanding

Cerealto Siro Foods

Solution

IBM Watson Natural Language 
Understanding
IBM Watson Discovery
IBM Watson Knowledge Studio

Accurate 
Predictions

in analyzing and anticipating 
consumer tastes at a global 
level

Using AI

to assist in selling 4 million 
products annually

A major Spanish player in the global 

food sector, Cerealto Siro Foods, which 

introduces more than 250 new cereal 

products onto the international 

market each year, has incorporated 

IBM Watson into its food innovation 

process to help detect early trends 

and inspire new ideas.

Thanks to this work, the first of the 

company's food products to be 

suggested by artificial intelligence is 

already on the market in the U.K. 

“At Cerealto Siro Foods we are aware 
of the need to constantly adapt to 
the changing tastes and needs of the 
consumer and we put a lot of effort 
into developing foods that excite 
them. For this, we need cutting edge 
technologies to help us anticipate 
demand.” 

— Juan Carlos Martínez, Director of R&D, 
Cerealto Siro Foods

Customer Success Article

Appears Under:

AI Ladder: Analyze

AI Ladder: Infuse

Geography: Europe

Industry: Retail and Consumer 

Products

Product: Watson Discovery

Product: Watson Knowledge Studio

Product: Watson Natural Language 

Understanding

https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/watson/services/knowledge-studio/
https://c212.net/c/link/?t=0&l=en&o=2489400-1&h=1762880502&u=https%3A%2F%2Fwww.cerealtosirofoods.com%2Fes%2F&a=Cerealto+Siro+Foods
https://newsroom.ibm.com/2019-06-06-Spains-Cerealto-Siro-develops-new-foods-inspired-by-IBM-Watson-Artificial-Intelligence
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The Royal Canadian Navy drives 
changes for tomorrow’s sailors

Industry: Government
Geography: North America
Pattern: Employee Self-Service

Royal Canadian Navy

Solution

IBM Watson Assistant

Integrating AI

to enable sailors to enhance 
and make quick decisions in 
difficult situations

Quicker

problem solving decision 
making in scenarios

As the Royal Canadian Navy 
(RCN) looks to the future 

and builds tomorrow’s Navy, 
they want to build that Navy 
around their sailors –
inspiring them, their families 

and Canadians at large with 
a digitally-enabled 
organization that stands tall 
for Canada and Canadians.

“We aim to be a Navy that embraces 
digital technology not just for what it 
can do in a specific application but 
because it also serves as a means to 
open up the imagination, provide 
previously unseen insights and 
create avenues for more change.”

— Casper Donovan, Real Admiral, Director 
General Future Ship Capabilities, Royal 
Canadian Military

Customer Success Blog

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Government

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/blogs/think/2019/05/the-royal-canadian-navy-drives-change-for-tomorrows-sailors/?lnkcaenhpv18l1=
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The problem of rural internet access: 
how AI is helping

Industry: Telecommunications
Geography: North America
Pattern: Other

Revolution D

Solution

IBM Cloud
IBM Watson
IBM Watson Discovery

Plotting Tower 
Placements

to provide 3,988 students 
with Wi-Fi in their homes 
thanks to IBM Watson and 
Cloud

Revolution D enables 

internet access to rural 
population in the United 

States with the power of AI 

from IBM Watson, mapping 
ability of Esri ArcGIS on the 

IBM Cloud and predictive 
maintenance capability 

from IBM Maximo.

“Watson allows us to study this massive 

dataset and not only determine where 
telecom assets need to exist, but also, as 
population grows and changes, where 
we need to implement them in the 
future. That’s critical for community 
leaders who need to fix today’s problems 
while looking to the future to determine 
budgets and get public approval for 
infrastructure.”

— Jim Stritzinger, President & CEO, Revolution 
D

Customer Success Blog

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Telecommunications

Product: Watson Assistant

Product: Watson Discovery

https://www.ibm.com/cloud
https://www.ibm.com/watson
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/blogs/client-voices/ai-helps-rural-internet-access/
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Solving GDPR compliance issues using 
AI

Industry: Computer Services
Geography: Europe
Pattern:  Customer Self-Service

Aigine

Solution

IBM Watson
IBM Watson Discovery

IBM Watson Natural 
Language Classifier
IBM Watson Natural Language 
Understanding
IBM StoredIQ

Securing Customer 
Data

using Aigine Unstructured 
Data Inventory Engine (UDIE) 
with integration of IBM 
Watson connected to IBM 
StoredIQ, enables close 
examination and cordoning 
files that contain sensitive 
personal and customer data

For companies that have to follow 

GDPR, they need to take whatever 

steps are necessary to document 

what the personal data is and 

where it resides, and to have legal 

justification for having it. Aigine
uses AI to filter through a 

company’s unstructured data to 

not only find and catalog personal 

information, but also to provide an 

intelligent framework for how to 

manage it in the context of GDPR 

requirements. 

“When it comes to GDPR, it isn’t a 
question of whether to comply but 
how, and at what cost. The value 
proposition for our UDIE solution is 
that it can reduce the time and labor 
cost of GDPR compliance by more 
than 90 percent.”

— Karl-Oskar Brännström, Founder and Chief 
Executive Officer, Aigine AB

Customer Success Story

Appears Under:

AI Ladder: Organize

Geography: Europe

Industry: Computer Services

Product: InfoSphere StoredIQ

https://www.ibm.com/watson
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/cloud/watson-natural-language-classifier
https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/us-en/marketplace/ibm-storediq-suite
https://www.ibm.com/blogs/client-voices/ai-helps-companies-meet-data-protection-challenges/
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IBM changes the game for professional 
tennis players with Coach Advisor

Industry: Media & Entertainment
Geography: North America
Pattern: Other

United States Tennis 
Association

Uncovering 
Analytical Data

namely, Physiological Load 
and Mechanical Intensity, 
two attributes that provide 
critical feedback on the 
athlete’s performance

IBM announced Coach Advisor, a 

new technology solution 

developed in partnership with 

the United States Tennis

Association (USTA) that leverages 

IBM and Red Hat hybrid cloud 

capabilities to put AI and 

analytics directly in the hands of 

USTA coaches to help drive a 

new level of insight 

into tennis player performance.

Solution

IBM Red Hat OpenShift on IBM 
Cloud
IBM Watson
IBM Watson Open Scale

“We are excited to continue our work 
with IBM to pair analytics with our 
coaching expertise, and believe IBM 
Coach Advisor will give us a 
competitive advantage to help 
change the paradigm of tennis 
coaching and development in the 
U.S.”

— Martin Blackman, General Manager, 
USTA Player Development

Customer Success Article

Appears Under:

AI Ladder: Analyze

Geography: North America

Industry: Media and Entertainment

Product: Watson OpenScale

https://www.ibm.com/cloud/blog/red-hat-openshift-on-ibm-cloud
https://www.ibm.com/watson
https://www.ibm.com/cloud/watson-openscale
https://newsroom.ibm.com/2019-08-28-IBM-Changes-the-Game-for-Professional-Tennis-Players-with-Coach-Advisor
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An AI innovator helps egg farms 
transform a labor-intensive process and 
cut costs

Industry: Retail and Consumer Products
Geography: Europe
Pattern: Visual Recognition

Pixelabs

Solution

IBM Cloud
IBM Watson Visual Recognition

Speed egg 
processing

with AI for fast, accurate 
detection of cracked eggs

Drive down costs

by reducing the number of 
cartons returned by retailers

Pixelabs, a digital solutions 

provider and IBM Business 
Partner in Spain, has 

developed an innovative 

artificial intelligence (AI) 
quality control application 

that optimizes and 
automates the egg 

inspection process.

“We knew that IBM Watson could 
support a very fast time to market. 
Our collaboration with IBM has 
allowed us to understand that we 
can deliver this. We have the 
technology and business support we 
need.”

— Carlos Sangüesa, CEO, Pixelabs

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Retail and Consumer 

Products

Product: Watson Visual 

Recognition

https://www.ibm.com/cloud
https://www.ibm.com/watson/services/visual-recognition/
https://www.ibm.com/case-studies/pixelabs
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Enhancing customer service with 
cognitive technology

Industry: Banking and Financial Markets
Geography: North America
Pattern: Customer Self-Service

MRS BPO, LLC

Solution

IBM Voice Agent with Watson 
(BLMX)
IBM Watson Assistant
IBM Watson Speech to Text

100% reduction in 
wait times

from 1.5 minutes per call to 
zero minutes

90% greater call 
capacity

without additional agents

To augment its call-centers, 

MRS BPO uses IBM Voice 

Gateway and IBM Watson 

technology to deploy virtual 

agents that conduct natural 

conversations and support 

consistent, compliant quality. 

The company takes more calls, 

provides faster responses, and 

collects more money per call. 

“We’re constantly finding more ways to 

make use of IBM Watson to help add to 
every facet of Adam. It truly is 
revolutionary technology and allows us 
to reach a level of customer experience 
that is unheard of. That’s a huge win for 
all of our customers and clients.”

— Michael Meyer, Chief Innovations Officer, 
MRS BPO, LLC

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Banking and Financial 

Markets

Product: IBM Voice Agent with 

Watson

Product: Watson Assistant

Product: Watson Speech to Text

https://www.ibm.com/us-en/marketplace/voice-gateway
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/speech-to-text/
https://www.ibm.com/case-studies/mrsbpo-voice-gateway
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Automotive design problems? AI helps 
find solutions

Industry: Automotive
Geography: Japan
Pattern: Expert Assist

Honda R&D

Solution

IBM Garage
IBM SPSS Modeler
IBM Watson Assistant
IBM Watson Discovery

Efficiently search data

with Watson AI, while 
assigning the proper tags to 
classify each document/data 
type

Expert engineer

in the form of a growing & 
expanding AI system

Today’s automobile development 

process is highly complicated. In the 

past, vehicles were just a combination 

of mechanical pieces. Now, 

automobiles are a multi-faceted 

combination of mechanical parts, 

electronics and in-vehicle software. As 

automotive designers, Honda R&D 

must continuously adapt their 

development processes to handle 

these complexities. At Honda R&D, 

they proposed using AI to support 

automobile development by analyzing 

the unstructured data captured during 

the design phase.

“I believe that the application of AI 
capabilities into automobile 
development has just begun. And I 
definitely think that it will apply not 
only to Honda R&D but also other 
manufacturers, other companies and 
other industries, too.”

— Yoichiro Komatsu, Assistant Chief Engineer, 
Honda R&D

Customer Success Blog

Appears Under:

AI Ladder: Analyze

AI Ladder: Infuse

Geography: Japan

Industry: Automotive

Product: SPSS Modeler

Product: Watson Assistant

Product: Watson Speech to Text

https://www.ibm.com/garage/
https://www.ibm.com/products/spss-modeler
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/blogs/client-voices/ai-solves-complex-design-problems/
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AI insights from Behr help consumers 
pick their paint palette

Industry: Retail and Consumer Products
Geography: North America
Pattern: Customer Self-Service

Behr Paint

Solution

IBM Watson Ads
The Weather Channel
IBM Watson Assistant

3.5 times higher

engagement levels

8.5 percent 

incremental lift driving 
footsteps into the store

Behr Paint Company offers more 

than 3,000 colors in our paint 

collection. We find that consumers 

often get confused when it comes 

to picking the right color for their 

project. They’re overwhelmed 
with choice, causing a kind of 

analysis paralysis. Often, people 

don’t take on or complete a 

painting project because of their 

struggle to choose a color.

Customer Success Story

“One really exciting feature of using 
Watson Ads in The Weather Channel 
app is that all interaction with our 
tool happens right in the app. 
Previously, we’d place a banner or 
display ad that would drive people 
back to our website. We realized 
that people don’t like to leave the 
content they’re on, especially on 
mobile devices... And it is 
outperforming our other ad 
placements.”

— Tanuja Singeethem, Vice President, Digital 
Marketing, Behr Paint Company

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Retail and Consumer 

Products

Product: Watson Assistant

https://www.ibm.com/watson-advertising
https://weather.com/
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/blogs/client-voices/ai-insights-help-behr-consumers-pick-paint/
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Reimagine customer support and the 
employee experience with VMware and 
Watson

Industry: Computer Services
Geography: North America
Pattern: Agent Assist, Employee Self-Service

VMware

Solution

IBM Watson Assistant
IBM Watson Natural Language 
Classifier
IBM Watson Machine Learning

Faster queries

ensuring that customers & 
employees receive answers 
with efficiency and speed

Improved  
productivity

by allowing for more focus 
on complex queries

VMware in partnership with Watson, is 

transforming their support model for 

employees and customers by providing 

valuable insights to engage with them 

more efficiently. VMware now makes it 
easier for employees to handle more 

routine tasks, helping employees to get 

the job done smarter. Through the 

partnership with IBM Watson, VMware 

customers also benefit. VMware 

customer queries will now be routed to 
the best technical service engineers with 

the help of Watson, allowing them to get 

the answers that they need, faster.

Customer Success Blog

“VMware and Watson are committed 

to transforming 

support services for employees 

and VMware customers, by engaging 

in natural language to help them find 

the answers they need, quickly.”

— Dan Kloud, Vice President, Ecosystem and 
Strategic Partners, IBM Data and AI

Appears Under:

AI Ladder: Analyze

AI Ladder: Infuse

Geography: North America

Industry: Computer Services

Product: Watson Assistant

Product: Watson Machine Learning

Product: Watson Natural Language 

Classifier

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/natural-language-classifier/
https://www.ibm.com/cloud/machine-learning
https://www.ibm.com/blogs/watson/2019/08/reimagine-customer-support-and-the-employee-experience-with-vmware-and-watson/
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The future of the fan experience at the 
US Open

Industry: Media & Entertainment
Geography: North America
Pattern: Visual Recognition

US Open

Solution

IBM Watson Assistant
IBM Watson Machine Learning
IBM Watson OpenScale
IBM Watson Visual Recognition

Use of IBM Watson

to deliver next-generation 
fan experiences

Visual recognition

can even detect emotion in a 
player’s face

With the help of IBM, the US Open 

is transforming its technology 

operations to create the future of 

championship sporting events today. 
They’re scaling their use of AI to 

deliver next-generation fan 
experiences, migrating mission-

critical applications to an open, 
hybrid cloud, and protecting their 

brand with world-class security. The 
result is a US Open fueled by data, 

guided by insight, and built for 

change.

Customer Success Blog

Appears Under:

AI Ladder: Analyze

AI Ladder: Infuse

Geography: North America

Industry: Media and Entertainment

Product: Watson Machine Learning

Product: Watson OpenScale

Product: Watson Visual 

Recognition

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/watson-openscale
https://www.ibm.com/watson/services/visual-recognition
https://www.ibm.com/blogs/watson/2019/08/the-future-of-the-fan-experience-at-the-us-open/
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Get deep insights with AI to make 
better-informed decisions in fantasy 
football

Industry: Media & Entertainment
Geography: North America
Pattern: Expert Assist

ESPN Fantasy Insights with 
Watson

Solution

IBM Watson Discovery
IBM Watson OpenScale
IBM Watson Natural Language 
Processing

Nearly 10M players

rely on Watson’s AI 
capabilities to give 
themselves a competitive 
edge

Valuable insights 
from unstructured data

Fantasy Football Insights 

with Watson scours 
millions of unstructured 

data sources — like news 

feeds and analyst and fan 
chatter — to deliver 

contextually relevant 
insights on players. 

Customer Success Landing Page

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Media and Entertainment

Product: Watson Discovery

Product: Watson OpenScale

https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/cloud/watson-openscale
https://www.ibm.com/watson/natural-language-processing
https://www.ibm.com/sports/fantasy/?mhsrc=ibmsearch_a&mhq=ESPN
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Put AI to work for your business with 
Box and IBM Watson

Industry: Computer Services
Geography: North America
Pattern: Natural Language Processing

Box, Inc

Solution

IBM Watson Language 
Translator
IBM Watson Natural Language 
Understanding
IBM Watson Visual Recognition

Reduces time 
spent searching for files, 
improving employee 
productivity

Surfaces hidden 
intelligence 
from content to transform 
how business operates

An online file-sharing and 
personal cloud content-
management company in the 
US automates several business 
processes, accelerates file 
searching and improves 
operating efficiency when it 
implements IBM Watson AI 
solutions to provide additional 
capabilities to Box users.

Customer Success Video

"We see incredible value in partnering 

with IBM because of the breadth of 

their capabilities; the quality of the 

technology they deliver and their 

incredible focus on client success." 

- Michael McCabe, Vice President, 
WW IBM Go to Market, Box, Inc.

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Computer Services

Product: Watson Language 

Translator

Product: Watson Natural Language 

Understanding

Product: Watson Visual 

Recognition

https://www.ibm.com/cloud/watson-language-translator
https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/watson/services/visual-recognition
https://www.youtube.com/watch?v=ejtJ0hmtfuU&feature=youtu.be
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ŠKODA AUTO uses IBM Watson Assistant to 
help improve the Efficiency of its 
Recruitment Process 

Industry: Automotive
Geography: Europe
Pattern: Agent Assist, Customer Self-Service

ŠKODA AUTO 

Solution

IBM Watson Assistant

~40% of time saved 
monthly

to handle job applications by 
HR employees

Enables the HR 
team 

to focus on higher complexity 
work

Recruitment is a critical pillar to 

building the right human capital 

for an organization. With hundreds 

of candidates going through its 

recruitment process every month, 

car manufacturer ŠKODA AUTO 
selected cloud-based IBM Watson 

Assistant to help make the hiring 

of new employees more efficient 

and less time-consuming not only 

for HR professionals but also for 

candidates. 

“Virtual assistants are a new form of 

communication channel for our applicants. 
This simple way to interact via a chat 
conversation with candidates is easy to use 
and makes a good impression about ŠKODA 
AUTO during their first contact with the 
company. In developing the solution, IBM 
spent time with our recruiters and 
applicants on-site, to truly understand our 
needs, and demonstrated that the 
development can be fast and flexible,”

— Jana Šrámová, HR Care, ŠKODA AUTO

Customer Success Article

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Automotive

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://newsroom.ibm.com/2019-09-11-SKODA-AUTO-Uses-IBM-Watson-Assistant-to-Help-Improve-the-Efficiency-of-its-Recruitment-Process
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IBM Watson Assistant for Customer 
Service answers healthcare providers’ 
questions

Using the IBM® Watson® Assistant 

service, a virtual agent was 

developed to answer questions for 

the medical practices and 

hospitals calling into Humana. The 

goal was not just to answer their 

questions, but to capture the 

outcomes, metrics and 

perceptions of these 

interactions—and to build a 

smarter system. 

Data and AI / © 2019 IBM Corporation

Receives >7,000 
voice calls 

from 120 providers per 
business day

Provides

a level of insight never 
had before

“Understanding AI is different than 
any other technology in the market. 
It needs to have a full agile team 
working together to tend to the ever-
evolving nature of this type of 
platform. I believe to make an AI 
project successful is to understand 
the nonlinear nature of this 
technology and embrace the art of 
the possible.”

— Sara Hines, Director of Provider Experience 
& Connectivity, Humana

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant

Industry: Healthcare
Geography: United States
Pattern: Customer Self-Service

Humana

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Healthcare

Product: IBM Voice Agent with 

Watson

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/
https://www.youtube.com/watch?v=zusO882HiKw


43

A one-of-a-kind AI-based chatbot 
innovates employee support

Siemens and IBM teamed to 
create an HR chatbot called 

CARL, which stands for 
Cognitive Assistant for 
Interactive User Relationship 
and Continuous Learning. The 

solution empowered Siemens 
employees with an around-the-
clock single point of contact for 
HR-related .

Data and AI / © 2019 IBM Corporation

Improves employee 
satisfaction and 
experience 

with relevant answers to HR-
related questions

“I don’t think there’s ever been an 
HR chatbot like CARL, and it 
wouldn’t exist without the agile, 
design thinking approach that IBM 
provided.”

— Sabine Rinser-Willuhn, Manager, HR 
Systems, Siemens AG

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Global Business Services
IBM Watson Assistant
IBM Watson Discovery

Industry: Industrial Products
Geography: Germany
Pattern: Employee Self-Service

Siemens AG

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Industrial Products

Product: Watson Assistant

Product: Watson Discovery

https://www.ibm.com/cloud
https://www.ibm.com/services
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/discovery/
https://www.ibm.com/case-studies/siemens-ag-watson-ai
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Raising the bar — making legal services 
more affordable with AI

QNC helps small businesses in 
Germany obtain affordable 

legal services through its 
website. Using IBM® Watson® 
AI tools, QNC lawyers can now 
match client questions against 

the Prime Legal database of 
180,000 previously answered.

Data and AI / © 2019 IBM Corporation

40% time savings 
on legal research 

helping lawyers expedite 
matches between client 
inquiries and database 
answers

“Since we set up our Prime Legal 
system, other companies have 
turned to us and asked for help with 
their AI needs. And we are also using 
Watson on those projects.”

— Michael Friedmann, Chief Executive 
Officer, QNC GmbH

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Watson Discovery
IBM Watson Knowledge Studio

Industry: Professional Services
Geography: Germany
Pattern: Expert Assist

QNC GmbH

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Professional Services

Product: Watson Discovery

Product: Watson Knowledge Studio

https://www.ibm.com/cloud
https://www.ibm.com/cloud/watson-discovery
https://www.ibm.com/cloud/watson-knowledge-studio
https://www.ibm.com/case-studies/qnc-gmbh-ai-watson
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How AI is leading an insurance call 
center into the digital age

With the help of IBM Watson®, 

DXC was able to significantly 

reduce the need for its customer 

service representatives (CSRs) to 

use a second-tier internal help 
team — resulting in faster call 
times. The CSRs quickly became 
confident in their ability to aid 
customers and manage high-

stress conversations.

Data and AI / © 2019 IBM Corporation

30% reduction

in average call-handle times, 
allowing for better quality 
service 

Increase in 
productivity 

as employees were 
confidently able to take on 
higher call volumes

“We started to see a lot more 
competence from CSRs on their calls. 
The Watson chatbot helped their 
quality of work and positively 
affected the customer experience.”

— Melissa Randolph, Contact Center 
Supervisor, DXC Technology

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Discovery
IBM Watson Explorer

Industry: Insurance
Geography: United States
Pattern: Agent Assist, Expert Assist

DXC Technology

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Insurance

Product: Watson Assistant

Product: Watson Discovery

Product: Watson Explorer

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/discovery/
https://www.ibm.com/products/watson-explorer
https://www.ibm.com/case-studies/dxc-technology-watson
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Boosting digital publishing revenue up 
to 35 times with IBM Watson

Oovvuu selected the IBM® 

Watson® Natural Language 

Understanding service to quickly 

launch an AI contextuality engine 

that intelligently embeds videos 

into articles in real time. 

Combining its proprietary 

algorithms with Watson™, the 

company can achieve its vision of 

pairing a relevant video with every 

article published worldwide.

Data and AI / © 2019 IBM Corporation

Up to 35X higher ad 
revenues 

for publishers, who can embed 
500 videos every hour 

Up to 90% cost 
reduction 

in video-creation expenses 
reported by publishers

“The combination of Compass and 
Watson is exponentially powerful. 
Together, we can help create an AI 
era.”

— Ricky Sutton, Founder and Chief Executive 
Officer, Oovvuu

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Watson Natural Language 
Understanding

Industry: Media & Entertainment
Geography: Australia
Pattern: Natural Language Understanding

Oovvuu

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Asia Pacific

Industry: Media and Entertainment

Product: Watson Natural Language 

Understanding

https://www.ibm.com/cloud
https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/case-studies/oovvuu-watson-cloud
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No bot — this smart, social virtual 
assistant connects with customers like a 
local

Meet Allie, an AI-powered virtual 

assistant that connects with 

customers in a very human way. 

Allianz wanted a mobile assistant 

solution that worked across 

platforms to better serve 

customers. Using IBM® Cloud™ and 

IBM Watson® Assistant, Allie can 

field 80 percent of the company’s 

most frequent customer requests —

for real help in real time. 

Data and AI / © 2019 IBM Corporation

Resolves 80% 
of issues 

that customers most frequently 
present to call centers 

1 – 2 minute 
resolution time 

to update policy information, 
change an address or request a 
policy loan

“The open-source platform allows us 
to maintain and build new scenarios 
on our own, so we can focus on more 
complex and exciting projects with 
IBM, and not waste resources on the 
simple stuff. ”

— Leo Frey, Head of Digital Platforms, Allianz 
Taiwan Life Insurance Co. Ltd.

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Watson Assistant

Industry: Insurance
Geography: Taiwan
Pattern: Customer Self-Service

Allianz Taiwan Life 
Insurance Co. Ltd.

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Asia Pacific

Industry: Insurance

Product: Watson Assistant

https://www.ibm.com/cloud
https://www.ibm.com/case-studies/allianz-taiwan-life-insurance
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Solving customers’ business challenges 
with IBM Watson technology

Havas used the IBM® Watson® 
platform to create more 

personalized, innovative 
solutions for itself and its 
customers. The company 
helped its customer TD 

Ameritrade create AI-b

Data and AI / © 2019 IBM Corporation

23% increase
in brand consideration after TD 
Ameritrade launched a 
promotion based on the 

Watson platform 

Contributed to 
positive asset 
growth 
through TD Ameritrade after 
the promotion 

“AI is able to give our customers’ 
leaders the ability to pull the needles 
out of the haystack to find those 
insights that drive business 
outcomes.”

— Jason Jercinovic, Global Head of Marketing 
Innovation, Havas

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant
IBM Watson Natural 
Language Classifier

IBM Watson Personality 
Insights

Industry: Professional Services
Geography: United States
Pattern: Customer Self-Service

Havas

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Professional Services

Product: Watson Assistant

Product: Watson Natural Language 

Classifier

Product: Watson Personality 

Insights

https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/natural-language-classifier/
https://www.ibm.com/watson/services/personality-insights/
https://www.ibm.com/case-studies/havas


49

Empowering teachers to proactively 
identify and prevent bullying with an AI-
driven chatbot

Whether it is physical or 
psychological, bullying takes a huge 

toll on the mental health and well-

being of children around the world. 

To tackle the challenge, 
WatsomApp teamed up with IBM 

to create an artificial intelligence 

(AI) solution that helps educators 

proactively identify and prevent 
bullying in the classroom before it 

has a chance to take hold.

Data and AI / © 2019 IBM Corporation

Enables

faster responses to bullying, 
helping to resolve issues 
before they cause serious 
harm 

Equips

students with the skills to 
recognize and address 
bullying in their classes 

“By continuing our close 
collaboration with IBM, we’re 
confident we have the AI technology 
and the scalability we need to help 
more children around the world.”

— Gema Gutiérrez, User Experience 
Consultant, WatsomApp

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Watson Assistant

Industry: Education
Geography: Spain
Pattern: Customer Self-Service

WatsomApp

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Education

Product: Watson Assistant

https://www.ibm.com/cloud
https://www.ibm.com/case-studies/watsomapp-ai-watson-school
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Helping businesses process leasing 
contracts automatically with the help of 
AI 

To comply with the new International 

Financial Reporting Standards (IFRS) 

16 accounting standard, companies 

need to extract and analyze an 

unprecedented amount of leasing 

data from their contracts & 
agreements. Teaming with IBM, KPMG 

created a cognitive offering based on 

IBM® Watson® that completes the 

process in just 25% of the time its 

customers’ manual efforts require.

Data and AI / © 2019 IBM Corporation

Supports 

Speeds process by 
75% 

for IFRS 16 contract review 

and data output 

“There’s no better solution on the 
market for KPMG Content 
Abstraction Tool (KCAT) than 
Watson.”

— Stephan Rinck, Consultant for Cognitive 
Business Solutions, KPMG

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

Operational Decision Mgr 
(ODM)
Watson Explorer
Watson Knowledge Studio

Industry: Financial Markets
Geography: Germany
Pattern: Expert Assist

KPMG AG 

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Banking and Financial 

Markets

Product: Watson Explorer

Product: Watson Knowledge Studio

https://www.ibm.com/products/operational-decision-manager
https://www.ibm.com/watson/services/knowledge-studio/
https://www.ibm.com/case-studies/kpmg-ag-ai-watson-cloud
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Water utility calls on Watson to deliver 
a modernized customer experience

The Miami-Dade Water and Sewer 

Department (WASD) is one of the 

nation’s largest water utilities, 

serving 436,000 customers. When 

its call center was over-whelmed 

by increasing volumes of customer 

inquiries, WASD worked with IBM 

to develop a virtual assistant to 

handle payment processing and 

other simple requests. 

Data and AI / © 2019 IBM Corporation

Handles over 3,000
customer transactions a month 

Improves the 
customer 
experience 
with personalized customer 

assistance available 24/7 

“IBM is a trusted partner we can 
count on to maintain a high level of 
innovation and excellence. That’s 
why we've chosen IBM to facilitate 
our AI journey.”

— Carmen Suarez, Assistant Director, 
Information Technology Department, Miami-
Dade County

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Services
Watson Assistant
Watson Natural Language 
Classifier

Industry: Government
Geography: United States
Pattern: Customer Self-Service

Miami-Dade County

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Government

Product: Watson Assistant

Product: Watson Natural Language 

Classifier

https://www.ibm.com/services
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/watson-natural-language-classifier
https://www.ibm.com/case-studies/miami-dade-county-cloud-watson-services
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Launches AI logistics platform to 
forecast warehouse workloads 

For logistics companies, managing 

human resources effectively within a 

warehouse environment is an ongoing 

challenge. With IBM® Cloud™ hosting 

infrastructure provisioned by IBM 

Cloud Services, EPG launched a 
platform that uses IBM Watson® 

technology to predict order 

fulfillment demand and prepare 

customers to cover workload peaks 

with optimal staffing levels.

Data and AI / © 2019 IBM Corporation

90% accuracy 

in forecasting demand for order 
fulfillment 

Rapid solution 
development 

with intuitive Watson™ 
technology 

“Our customer can now prepare for 
peaks based on our predictions and 
arrange for employees and other 
resources to manage them.”

— Olexander Tokunov, Manager of Product 
Development, Ehrhardt + Partner Group

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud Virtual Servers
Watson Discovery
Watson Studio, WML & 
Openscale - SaaS

Industry: Computer Services
Geography: Germany
Pattern: Expert Assist

Ehrhardt + Partner 
Group

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Computer Services

Product: Watson Discovery

Product: Watson Machine Learning

Product: Watson OpenScale

Product: Watson Studio

https://www.ibm.com/cloud/virtual-servers
https://www.ibm.com/cloud/watson-studio
https://www.ibm.com/case-studies/ehrhardt-partner-cloud-watson
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Delivers intelligent, turnkey virtual 
assistant powered by IBM Watson

As a European leader in digital 

transformation, IBM Business 

Partner Sopra Steria wanted to 

deliver the best AI virtual assistant 

for help desk inquiries. After 

evaluating 15 solutions, Sopra Steria 

chose IBM® Watson® Assistant 

technology and enhanced it to 

create an intuitive AI platform for 

rapid deployment across a range of 

industries.

Data and AI / © 2019 IBM Corporation

“We conducted a thorough 
evaluation of 15 AI virtual assistant 
solutions and found Watson 
Assistant to be the best and most 
accurate.”

— Patrick Meyer, Technical Director, Artificial 
Intelligence Senior Architect and IBM 
Champion, Sopra Steria

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

Cloud
Red Hat OpenShift
Watson Assistant
Watson Language Translator
Watson NLU
Watson Text to Speech

Industry: Computer Services
Geography: France
Pattern: Customer Self-Service

Sopra Steria

Customer Success Story

Expands customer 
support hours

to provide around-the-clock 
service 

Processes 80%

of customer inquiries in one big 
production environment 

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Computer Services

Product: Watson Assistant

Product: Watson Language 

Translator

Product: Watson Natural Language 

Understanding

Product: Watson Text to Speech

https://www.ibm.com/cloud
https://www.openshift.com/products/features
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/watson/services/language-translator/
https://www.ibm.com/watson/services/natural-language-understanding/
https://www.ibm.com/cloud/watson-text-to-speech
https://www.ibm.com/case-studies/sopra-steria-group-ai-watson-cloud
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Handles 100% 

of all messaging conversations 

Understands 

more than 100 intents

Meet TOBi: an intuitive chatbot that is 
revolutionizing customer service

Vodafone prides itself on 

providing high-quality customer 

service, and the company wanted 

to improve how it handled high 

contact volumes. Using IBM® 

Watson® AI and IBM Watson 

Assistant technology, Vodafone 

launched its personalized chatbot 

assistant, TOBi, to engage with 

customers across four digital 

messaging channels. 

Data and AI / © 2019 IBM Corporation

“Right after launch, TOBi resolved 16 
percent of all conversations from the 
start. Within a year, we’ve increased 
this KPI [key performance indicator] 
to 28 percent.”

— Jörg Knoop, Technology Digital Incubator, 
Vodafone GmbH

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
Watson & Cloud Platform
Watson Assistant

Industry: Telecommunications
Geography: Germany
Pattern: Customer Self-Service

Vodafone GmbH

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Telecommunications

Product: Watson Assistant

https://www.ibm.com/cloud
https://www.ibm.com/watson
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/case-studies/vodafone
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Linking energy consumers to 24×7 
instant customer service

eprimo is one of Germany’s top 

electricity and natural gas 

suppliers who focuses on offering 

excellent prices and delivering a 

great customer experience. With 

customers increasingly turning to 

digital channels, they wanted to 

provide a direct digital channel 

that could deliver the instant 

service customers expect. 

Data and AI / © 2019 IBM Corporation

Receives >70,000 

inquiries monthly and correctly 
answers 55% 

on the first try 

Increased

digital interaction rate from 40 
to 75% over 2 years

“Agents are freed from answering 
routine questions and can focus on 
issues where customers prefer the 
human touch, delivering higher value 
to them. And the cloud-based service 
easily scales to meet the rush of fall 
and winter queries to deliver high 
customer satisfaction.”

— Jens Michael Peters, Chief Executive 
Officer, eprimo

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Cloud
IBM Services
Watson Assistant 
Natural Language 
Understanding

Industry: Energy & Utilities
Geography: Germany
Pattern: Customer Self-Service

eprimo

Customer Success Story

Appears Under:

AI Ladder: Infuse

Geography: Europe

Industry: Energy and Utilities

Product: Watson Assistant

Product: Watson Natural Language 

Understanding

https://www.ibm.com/cloud
https://www.ibm.com/cloud/watson-assistant/
https://www.ibm.com/cloud/watson-natural-language-understanding
https://www.ibm.com/blogs/client-voices/eprimo-transforms-customer-service-with-chatbot/
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Transforming the student experience 
with Watson Assistant 

A university in the United States 

was looking for a way to transform 

the student experience and 

deliver services that were intuitive 

and easy for students. Working 

with IBM Business Partner BMC, 

the university implemented a 

chatbot named Martha to answer 

student inquiries.  

Data and AI / © 2019 IBM Corporation

Automates up to 
60%

of student help desk issues

Offers students

the ability to make a service 

request by simply texting 
Martha

“The feedback from the students has 
been very positive. They want this as 
a service. They've asked for it. 
They've asked for us to expand it to 
include more things. Eventually they 
would like for the service to be 
everything, know everything about 
the university, and be their one 
resource to go to.”

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

“ Include a quote if one is 
available, we can always 
add this at closeout. ” 

-- Include quote author’s name and title 

Solution

IBM Watson Assistant

Industry: Education
Geography: United States
Pattern: Customer Self-Service

A University in the US
Appears Under:

AI Ladder: Infuse

Geography: North America

Industry: Education

Product: Watson Assistant

https://www.ibm.com/cloud/watson-assistant/

