
Improved AI technologies will automate all or parts
of up to 40% of customer service needs by 2019
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By 2018, 50% of agent interactions will
be influenced by real-time analytics

Calling Support

IBM Voice Gateway
Cognitive platform that connects 

call center systems to IBM Watson

Web-based support is 
going through a cognitive 
bot revolution, making it 
more efficient to handle 

queries 
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EXTEND YOUR OMNI-CHANNEL
SUPPORT SOLUTION

Compared to 13% via email, 
and 3% via social media

 

68% OF ALL CUSTOMER SERVICE
 INTERACTIONS ARE ON THE PHONE

Watson Text to Speech
Watson Conversation

Allows you to build, test and 
deploy a virtual agent 

Watson Speech to Text 

IBM Voice Gateway creates a better call center experience 
https://ibm.co/VoiceGateway 

The use of virtual customer assistants (VCAs) 

will jump by 1,000% by 2020

Gartner: Predicts 2017: CRM Customer Service and Support, Nov 2016Source: MarketsandMarkets: Cloud-Based Contact Center Market: Global Forecast to 2021, Nov 2016
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