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Disclaimer IBM’s statements regarding its plans, directions, and intent 
are subject to change or withdrawal without notice at IBM’s 
sole discretion. Information regarding potential future 
products is intended to outline our general product 
direction and it should not be relied on in making a 
purchasing decision. The information mentioned regarding 
potential future products is not a commitment, promise, or 
legal obligation to deliver any material, code or 
functionality. Information about potential future products 
may not be incorporated into any contract. The 
development, release, and timing of any future features or 
functionality described for our products remains at our sole 
discretion.
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personalized and complete 
assistant for all inbound and 
outbound communication
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…and we have an ecosystem of software and service
partners to support them. 
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What is Watson Assistant?
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https://w3.ibm.com/w3publisher/wats/product-vision


Customer Channel Resolution

Dialog Search Agent

SkillsAssistant
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How it works

https://w3.ibm.com/w3publisher/wats/product-vision
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Watson Assistant: Dialog builder
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Watson Assistant: One platform for all channels

Customer Channel Resolution

SkillsAssistant

Dialog Search Agent

Service desk

Genesys Cloud

https://w3.ibm.com/w3publisher/wats/product-vision


What is web chat?
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Web chat overview
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Optimized for the enterprise

Key features:

• In less than 5 minutes, rapidly deploy an assistant to your website with 
a pre-built, familiar, natural language chat interface

• Supports web, mobile, and mobile app

• Align web chat with your brand’s identity and drive engagement

• Always give your customers a path to their solution



Web chat overview
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Web Chat in action



Increasing customer engagement with 
your virtual assistant
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Increasing customer engagement
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Customers want a company-approved support experience



Increasing customer engagement
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Out-of-the-box theming



Increasing customer engagement
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Configuring your theming



Increasing customer engagement
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Drive first-time engagement with home screen



Increasing customer engagement

IBM Confidential 2020

Setting up your home screen



Increasing task completion rates
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Suggestions

• Goal: Users will NEVER hit a dead end trying to solve a problem 
with a business again

• Ability for users to repair broken assistant conversations

• Ability to see more options, search knowledge base, reach an 
agent

Increasing task completion rates
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Increasing task completion rates
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Suggestions in action



Increasing task completion rates

IBM Confidential 2020

Setting up Suggestions



Increasing task completion rates
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Disambiguation & Autolearning



Taking web chat even further
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Drive customer engagement and satisfaction with the Watson Assistant Web Chat!

Documentation and further help:

WA Docs: cloud.ibm.com/docs/assistant?topic=assistant-deploy-web-chat

Customizing Web Chat: web-chat.global.assistant.watson.cloud.ibm.com/docs.html

Contact Info: arnesh.batlaw@ibm.com

Sign up for Watson Assistant here: ibm.com/cloud/watson-assistant

To continue the discussion and interact with the Watson community, join 
IBM Watson Apps: ibm.biz/watsonassistantcommunity

mailto:arnesh.batlaw@ibm.com

