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1 “The Total Economic Impact™ Of IBM Watson

Assistant—A Forrester Total Economic Impact Study
Commissioned by IBM.” Forrester Consulting. March
2020.Note: This study estimates benefits for a
composite organization based on four companies
Forrester Consulting interviewed. The composite
organization has attributes including $10 billion
revenue, 40,000 employees, 1 million customer
conversations monthly, and implementation of three
types of VAT over three years. https://www.ibm.com/
watson/assets/duo/pdf/ watson_assistant/The_
Total_Economic_Impact_of_IBM_Watson_Assistant
March_2020_v3.pdf

Study respondents were senior executives, directors,
or managers of contact center or customer service
operations, channels, digital technology, or IT with
hands-on knowledge of their VAT implementations.

Moore, Robert J., and Raphael Arar. Conversational
UX Design: A Practitioner’s Guide to the Natural
Conversation Framework. AMC Books. 2019.

Hall, John. “The Cost of Turnover Can Kill Your Business

And Make Things Less Fun.” Forbes. May 9, 2019.
https://www.forbes.com/sites/johnhall/2019/05/09/
the-cost-of-turnover-can-kill-your-business-and-
makethings-less-fun/#77bebecd7943

“The Total Economic Impact™ Of IBM Watson
Assistant—A Forrester Total Economic Impact Study
Commissioned by IBM.” Forrester Consulting. March
2020. Note: This study estimates benefits for a
composite organization based on four companies
Forrester Consulting interviewed. The composite
organization has attributes including $10 billion
revenue, 40,000 employees, 1 million customer
conversations monthly, and implementation of three
types of VAT over three years. https://www.ibm.com/
watson/assets/duo/pdf/ watson_assistant/The_
Total_Economic_Impact_of_ IBM_Watson_Assistant-
March_2020_v3.pdf
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For each of these respondents, we multiplied organization
revenue by the percentage by which the use of VAT has
impacted the organization’s annual revenue. The sum of
these 343 calculations is $5 billion.

“The Total Economic Impact™ Of IBM Watson Assistant—

A Forrester Total Economic Impact Study Commissioned

by IBM.” Forrester Consulting. March 2020.Note: This
study estimates benefits for a composite organization
based on four companies Forrester Consulting interviewed.
The composite organization has attributes including $10
billion revenue, 40,000 employees, 1 million customer
conversations monthly, and implementation of three types of
VAT over three years. https://www.ibm.com/watson/assets/
duo/pdf/ watson_assistant/ The_Total_Economic_Impact_
of_IBM_Watson_Assistant-March_2020_v3.pdf

Average benefits across all respondents in this study for
individual metrics are as follows:

14% cost savings

8 percentage-point increase in customer satisfaction

10 percentage-point improvement in first contact resolution
7 percentage-point improvement in human agent satisfaction
4 point increase in NPS

3% increase in revenue attributed to use of VAT.
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