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Watson is not a one-size-fits-all system.

…set of AI technologies that can be applied to different tasks
rather than a monolithic AI system.
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Watson AI tools need to serve a wide range of users
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IBM’s Conversational AI Platform: Watson 
Assistant

Customer



Easy to build, easier to improve
Build and improve experience is meant for 
anyone — solutions can be deployed in 
1/8 of the time compared to other 
technologies.

Easily design conversations based on how 
a customer would discuss an issue. Simply 
use a drag-and-drop editor without writing 
a single line of code. 

1
Why Watson Assistant? 



Easy to build, easier to improve2
Why Watson Assistant? 

Watson Assistant provides comprehensive 
metrics and KPIs surrounding your user 
interactions. 

We use AI as part of our analytics so we 
can help your team understand which 
topics are being resolved and we 
recommend topics your assistant didn’t 
respond to well.



Integrate with anything
Watson Assistant is the only platform 
which can natively connect to web and 
phone based human agent tools as well as 
any help content source.

This means that you can go live in as little 
as 2 days and your customers get the help 
they need across all your channels.

3
Why Watson Assistant? 



Any Global 
Language

Now Supports

~1.9%
Of the Global Population Talks to a 
Watson Assistant Every Month 

150M
Monthly Active End Users

-or-

Built for the Enterprise
An enterprise can go from a single 
channel and domain with thousands of 
conversations to supporting tens of 
millions of monthly conversations 
across its organization, channels, and 
multiple languages with a single product. 

4

Published: Dec 2020
Source: https://www.ibm.com/blogs/watson/2020/12/watson-assistant-improves-intent-
detection-accuracy-leads-against-ai-vendors-cited-in-published-study/
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Why Watson Assistant? 



Empower your team to design an assistant 
that can tell, show and do.

Tell Show Do



Unlock your entire team's potential to iterate quickly 
on your support experience

Unlock your team’s 
potential to identify 
issues and iterate 
quickly to solve 
them before they 
become a problem. 



Deliver more accurate, 
consistent experiences
with Watson Assistant.
Customer care starts with 
understanding what your customer 
needs. The complexity of natural 
conversation doesn’t make that 
easy. Powerful AI can overcome 
and drive self-service by translating 
human language into something 
your back-end systems and 
processes can understand. 

Simplify & accelerate training Go live with trust Scale fast

Accessible and scalable AI that you 
can rely on to serve your customers

Watson Assistant delivers 
greater accuracy with little 
training data.

Advanced clarification and 
defined response modes are 
built into Watson Assistant right 
out of the box to catch users 
before they get into trouble.

Supervised, unsupervised and 
hybrid approach to continuous 
learning so you can grow your 
assistant at scale
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Magic Quadrant 
for Enterprise 
Conversational AI 
Platforms



Watson Assistant 
Primjeri iz
Hrvatske



Odjel ljudskih potencijala

• Poslovni problem:
• 5000+ zaposlenika u 16+ država

• Implementirali su IBM Watson Assistant tehnologiju u odjel ”People & Culture” 

• Željeli su rasteretiti zaposlenike odjela od učestalih pitanja i repetitivnih aktivnosti kako bi omogućili da se 

zaposlenici fokusiraju na zadatke koje donose dodanu vrijednost ljudima u tvrtci

• Kategorije pitanja:
• Bolovanja
• Godišnji odmor
• Edukacije
• Rad od kuće
• Plaća
• Itd.
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• Primjeri pitanja:
• Bolovanja– kome trebam dostaviti potvrdu o bolovanju?
• Službena vozila – kako mogu koristiti službeni auto?
• Edukacije – kako se mogu prijaviti na edukaciju(internu/vanjsku)?
• Godišnji odmor – Koliko dana godišnjeg imam?
• Rad od kuće – Koliko dana mjesečno mogu raditi od kuće?

17

Odjel ljudskih potencijala



• Primjeri:
• Upravljanje uređajima – korisnik sam može saznati kad može

zamijeniti uređaj
• Problemi s računalom – chatbot pomaže korisniku otkloniti

problem
• Problemi s prijavom u sustav– Chatbot pomaže korisniku

otkloniti probleme s prijavom u sustav (npr. Automatsko
resetiranje šifre)

18

IT service desk



• Primjeri:
• Treba mi dokument o najmu poslovnog prostora
• Za vikend snimamo reklamu, na što trebam obratiti pozornost
• Izlazimo na novo tržište, što sve trebam pripremiti

19

Pravna služba



20

Virtual assistant

Poslovni problem:

• Uvođenje nove usluge ”e-račun”
• Očekivano povećano opterećenje korisničke službe

Rješenje:

FINA je kreirala virtualnog asistenta kako bi unaprijedila
korisničku podršku

• Virtualni asistent koji omogućava podršku 24/7
• Smanjenje pritiska na zaposlenike u korsničkoj službi
• Povećanje brzine otklanjanja problema
• Zadovoljniji korisnici

IBM Watson Assistant
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ZŠEM Smarty chatbot

• Cilj: poboljšanje dostupnosti informacija na fakultetu

• Smarty odgovara na širok raspon općih upita kao što su preddiplomski

program, prijamni ispit, mentorski program, dokumentacija za upis, i

drugo i to na hrvatskom jeziku. 

• studenti ZŠEM-a su aktivno radili na izgradnji Smartyija izgradivši skup

najčešćihih pitanja koje studenti obično upućuju referadi

• djelatnici u referadi sada imaju više vremena da se usredotoče na

pružanje visokokvalitetnih konzultacija studentima



Believe the difficulty of 
finding information is a 
key cause of lagging 
productivity in the office

Knowledge workers’ 
time spent looking for 
information required to 
do their work

57%

30%

1 billion
Knowledge workers in the world



—

Goal: 
Reduce the 30% of time 
knowledge workers spend 
searching for information

Augment employee ability to 
understand complex, high value 
documents needed for business 
decisions by providing immediate 
access to concise, trusted, 
personalized information



Watson Discovery essentials

Find
Documents

• Connects to document 
repositories

• Creates enterprise-
wide index

Convert
Documents

• Converts PDFs, Microsoft 365 
or OpenOffice documents, 
scans, etc. into machine-
readable format

• Performs OCR

• Preserves reading order

• Detects and understands 
features like tables

Natural Language 
Understanding

• Can be trained to look for 
specific phrases, pieces 
of text

• Can be trained to understand 
concepts

• Understands basic contracts 

Search and 
Extraction

• Performs keyword 
search

• Can find specific facts

• Output is highly 
enriched, but easy-
to-navigate



CONNECT
Connect with Watson Discovery
Break through siloed information with point-and-click connectivity options

Web

On-prem and Online

Databases

Windows and 
Local Filesystems

Drag and Drop 
Upload

IBM Cloud 
Object Storage

Dropbox
Google Drive

MS OneDrive

Watson 
Assistant

SugarCRM
Amazon S3

Cisco Webex 
Teams

Apache Hive

Gmail

Slack



Geographic Investment: Language Support 

Supported Today: 
Arabic

Bosnian

Chinese Simplified

Chinese Traditional

Croatian

Czech

Danish

Dutch

English

Finnish

French

German

Hebrew

Hindi

Italian

Japanese

Korean

Norwegian 
(Bokmål, Nynorsk)

Polish

Portuguese (BR)

Romanian

Russian

Serbian

Slovak

Spanish

Swedish

Turkish



FEATURE
Watson Assistant Search Skill

• Simple integration between Watson 
Assistant and Watson Discovery provides 
answers to all customer and 
employee questions

• If Watson Assistant does not have an explicit 
answer to a question, it is intelligently able to 
route the user’s question to Watson 
Discovery and find an answer from across 
disparate sources of content



Watson Assistant
+

Watson 
Discovery 

primjeri



Watson Assistant

Ministarstvo pravosuđa i uprave RH

• Generička pitanja o stečajnom postupku

• Generička pitanja o tome gdje se mogu pronaći najnovije informacije o 

otvorenom stečajnom postupku









Watson Discovery

Watson Assistant

Ministarstvo pravosuđa i uprave RH

• Pretraživanje dokumenata u kojem se pozivaju vjerovnici dužnika da otvore
stečajni postupak

• Povezivanje s Watson Assistantom da pretražuje dokumente uz pomoć
virtualnog asistenta

• Generička pitanja o stečajnom postupku
• Generička pitanja o tome gdje se mogu pronaći najnovije

informacije o otvorenom stečajnom postupku



Watson Discovery

Watson Assistant

Hrvatska agencija

• Generička pitanja o domenama
• Administracija, promjena domena, itd.

• Pretraživanje dokumenata kako bi korisnici došli do informacija za koje virtualni
asistent nije treniran da odgovori




