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63%
IT processes

57%
Customer service

45%
Supply chain

41%
HR and talent

management

40%
Sales and 

marketing

35%
Operations

34%
Finance

Executives are embracing generative AI and large 

language models to optimize and automate1
Employee productivity is expected to be 
the primary driver of economic value

Reinventing how work gets done | 
+AI to AI+

• There is widespread interest in applying 
AI across business functions.

• Customer service and IT processes 
consistently emerge as top priorities 
across research studies.

Source: 1IBM Consulting

30%
Procurement

https://www.ibm.com/downloads/cas/0VDPJWN3
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10,000+
Clientsusing watsonx

rightnow

40,000+
watsonxclientengagements

IBM AI Productivity |©2025 IBM Corporation

https://www.ibm.com/case-studies/enn-group/
https://www.ibm.com/case-studies/camping-world/
https://www.ibm.com/case-studies/home-lending-pal-inc/
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10M
AnnualHRinteractions
fullyresolvedbyAI

40%
ReductionofHR
operatingbudget

+55
ImprovementofHR 
NPSscore

IBMAskHR
withwatsonx

AskIBMwithwatsonx
AcentralunifiedinterfaceforallIBMers,connectingtoeachdomainassistant

85%
Ordersnowprocessedvia
‘touchlessprocurement’

50%
Reductionintimespenton
manual,repetitivetasks

15%
Enterpriseworkforce 
comprisedofcontractors

IBMProcurement 
withwatsonx

180K
Hoursperweeksavedingathering
accountinformationandinsights

5K
Sellerquestionsanswersperweek 
(productguidanceandpersona 
targeting)

40%
Improvementinqualifyof 
outreachcontent

IBMAskSales 
withwatsonx

96%
Salesrelatedinquiriescontained
withinAIAssistant

90%
Greateraccuracyinexpense
accruals

76%
Increaseinproductivitywhile 
serving22ksellers

IBMAskIncentives 
withwatsonx

100
Daystobuild+deploy
AskITfromscratch

80%
Inquiriesresolved
viaAskIT

50%
Reductioninsupporttickets 
after12monthdeployment

IBMAskIT
withwatsonx

IBM Client Zero: weusedourowntechnologytopoweran
internaltransformationthatsavedIBM$3.5bn

IBMAIProductivity|©2025 IBMCorporation



Use case: App Modernization and Customer Service

Bradesco: Customer response 
in seconds, not minutes

Case study

Client testimonial

Challenge
Bradesco is one of Brazil’s largest banks, with 

over 5,200 branches. There’s even one inside

a boat on the Amazon. When branch employees 

had questions about products or services, they 

called a central office, but there was often a

long wait for answers. This meant the client 

was also left waiting, and as one manager put 

it, “No one likes to wait.”

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.

Solution
Their first task was to teach Watson 

Portuguese. Initially there were some 

doubts. “It’s more than just learning the 

language,” said IBM Managing Director Katia 

Vaskys. “You also need to understand

Brazil’s culture, and the regional accents, 

and the way each region asks a question.”

But after mastering the nuances of 

Portuguese, Watson was ready to be trained 

on the business of banking. To do this, 

Bradesco and IBM worked together to 

develop a team that taught Watson about the 

bank’s products and services by asking and 

answering questions for Watson in natural 

language—the same way a customer would.

Now Watson is trained on 62 products and 

answers 283,000 questions a month with

a 95% accuracy rate, with just 5% requiring 

calls for further assistance. In some cases, 

response times have been reduced from

10 minutes to just seconds.

95%
accuracy rate answering questions

Seconds
response times reduced from 10 minutes 

to just seconds in some cases

Banking

https://www.ibm.com/case-studies/bradesco
https://www.ibm.com/case-studies/bradesco
https://www.ibm.com/case-studies/banco-bradesco-client-quote
https://www.ibm.com/case-studies/banco-bradesco-client-quote
https://www.ibm.com/case-studies/bradesco
https://www.ibm.com/case-studies/bradesco


Use case: Customer Service

Crédit Mutuel:
Expert service, 60% faster

Case study

Client testimonial

Challenge
Crédit Mutuel, one of France’s leading banks, 

has over 5,000 branches that receive more 

than 350,000 online inquiries a day—and 

volume is growing 23% a year. Maintaining the 

quality of client relationships, while dealing 

with an ever-rising stream of customers and 

client requests, meant reinventing the role of 

client advisor or losing their competitive edge.

After running a diagnosis of how client advisors 

were spending their time, Crédit Mutuel found 

that a significant part of their work involved 

answering simple and repetitive questions.

Solution
With this in mind, the bank 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.

Watson learned from four virtual assistants 

and an email analyzer, analyzing banking and 

insurance vocabulary and building 50,000 

lines of dialogue. Watson was tested—Crédit 

Mutuel rolled out solutions progressively, 

across different lines of business. Watson

has been assisting 20,000 customer advisors 

to strengthen customer relationships in 

5,000 branches. Once Watson was adopted, 

client advisors could answer customer 

questions 60% faster. Watson continues to 

be trained by business experts on thousands 

of customer inquiries.

60%
faster for client advisors to find the right answers

50%
of the 350,00 daily emails received by client advisors 

deflected and addressed

Banking

https://www.ibm.com/case-studies/credit-mutuel
https://www.ibm.com/case-studies/credit-mutuel
https://www.ibm.com/case-studies/credit-mutuel-alliance-federale-client-quote
https://www.ibm.com/case-studies/credit-mutuel-alliance-federale-client-quote
https://www.ibm.com/case-studies/credit-mutuel
https://www.ibm.com/case-studies/credit-mutuel


Use case: HR automation & field operations

Wintershall Dea ramps 
up AI initiatives with 
IBM
 

2,000

PDF documents, 

automated data extraction 

from 200+ documents

Business challenge Solution

AI promises dramatic 
acceleration of productivity 
but choosing where and 
how to start and gauging 
organizational readiness can 
hinder progress especially for 
companies that sit on a large 
amount of enterprise data 
assets, like Wintershall Dea. 
Following a merger, the need 
for AI became clear to this 
leading European independent 
gas and oil company based in 
Germany. Wintershall Dea 
needed to connect and 
capitalize on data from across 
the now larger organization.

80+

use cases, identified 

concepts across the 

company for 80+ AI 

use cases

Together with IBM, 
Wintershall Dea established 
an AI Center of Competence 
while progressing multiple 
value-generating AI use cases 
that support efficient energy 
production. Using AI to 
address monitoring, the team 
developed a use case for 
analyzing data from existing 
sensors much more 
intensively and accurately 
than was previously possible.

Oil & Gas

Case study

Press release

https://www.ibm.com/case-studies/wintershall-dea
https://www.ibm.com/case-studies/wintershall-dea
https://newsroom.ibm.com/2023-08-01-Wintershall-Dea-works-with-IBM-to-ramp-up-AI-Initiatives-across-its-organization
https://newsroom.ibm.com/2023-08-01-Wintershall-Dea-works-with-IBM-to-ramp-up-AI-Initiatives-across-its-organization
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Business challenge Solution

Today, the Mumbai-based company 

is India’s leading paint maker, and is 

ranked seventh among the top 

coatings companies in the world and 

second largest in Asia. 

More recently, Asian Paints began a 

major transformation journey from 

paint to décor, aimed at redefining 

itself from a paint products and 

services company to a provider of 

more diversified home décor 

solutions, including bath fittings, 

kitchens, fabrics, wallpapers, rugs, 

furniture, furnishing and lighting. 

Key points

Cutting through tax 

complexity

Asian Paints accelerates its digital 
transformation by automating key 
processes across its network of 60,000+ 
dealers and 20,000+ suppliers.

Simplifying the sales process 
through automation

As General Manager of IT, Deepak 
Bhosale had overseen a series of 
technology-driven transformation 
projects, including the widespread 
incorporation of analytics into 
business decision-making.

The foundation of the approach 
they chose is IBM® Operational 
Decision Manager (ODM), an 
element of the IBM Cloud Pak® for 
Business Automation solution used 
to optimize rules-based business 
decisions.

Faster Growth

Through both of these 

parallel transformation 

efforts, Asian Paints is 

positioning itself to grow 

faster and gain a growing 

share of India’s burgeoning 

home décor spending

Use case: Digital Transformation Retail

Adaptation and agility as 

the key to growth

Benefit



Energy



Legal



Data provider



Business challenge Solution

The fan digital experience is built 

upon a huge volume of data – from a 

variety of sources – all of which must 

be captured, secured, filtered, and 

analyzed in real time. In 2023 the 

team wanted to produce tennis 

commentary for all video highlights 

packages during Wimbledon. And in 

a first for tennis, the IBM AI Draw 

Analysis feature provided a new 

statistic to define how favorable the 

path to the final might be for each 

player in the singles draw.

19 million

unique users across 

Wimbledon digital 

platforms 

A Partnership of Innovation 
Wimbledon and IBM provide fans with 
AI-generated insights and world-class 
digital experiences

IBM worked with Wimbledon to co-
create an open and flexible 
platform of innovation that 
transforms massive amounts of 
tennis data into insights, 
automates key business processes 
and secures Wimbledon's digital 
operations. The Wimbledon digital 
team can quickly produce content; 
from pre-match insights to post-
match highlights reels. IBM Match 
Insights analyzes scores, statistics, 
and expert opinion, producing 
predictions of each player’s 
likelihood to win, and their IBM 
Power Index.

800,000

total visitors to the 

new AI Draw Analysis 

2 million

AI Commentary plays 

Use case: Customer experience Sport



Wind Tre relies on IBM 
watsonx AI for customer 
service optimization

Business challenge Solution

IBM helped to design, develop, and 

manage an AI solution which 

understands human 

language, reason, and can propose 

an interpretative hypothesis from 

its learning. A dedicated dashboard 

continuously shares performance, 

volumes, and expected benefits 

which has improved the 

effectiveness and efficacy of claims 

management and has  evolved 

Wind Tre’s operational mindset. 

120,000+
reports optimized and automated, greatly reducing 

repetitive service desk activities, creating effectiveness 

and efficacy in claims management

Italy’s leading telecommunications 

company knows how important it is 

to resolve customer complaints 

quickly and with care. Working with 

IBM  watsonx AI solutions, Wind Tre 

is optimizing how complaints are 

handled to reduce the repetitive 

activities of its service desk and to 

accelerate customer results.

10x
increase in response speed

Use case: Customer care Telecommunications



Dal Pensiero all'azione,
innovare e crescere con l'AI

ESSERE LEADER
NELL’ERA DELL’AI

Martedì 30 settembre
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