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The story of AI is a story 
of data representations

Expert systems
• Rule engines

Machine learning
• ML algorithms
• Task-specific 

decision boundaries

Deep learning
• Network architectures
• Task-specific decision 

boundaries + feature 
representations

1980s 1980s to ~2010s Big data Massive labeled data 
+
Compute

Foundation models
• Base model
• Adaptable decision 

boundaries and feature 
representations

Self-supervision at scale
+
Massive unlabeled data 
+
Compute

2017+
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Search Engine Results (google)

✓
Generative AI (ChatGPT 3.5)



The impact of generative AI |The opportunity

Foundation models establish a new paradigm for AI capabilities

Traditional AI models Foundation Models

• Individual siloed models
• Require task specific training 
• Lots of human supervised training
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AI5

AI6

Training Tasks

Enhanced capabilities

• Summarization
• Conversational Knowledge
• Content Creation
• Code Co-Creation

Key advantages

• Lower upfront costs through 
less labeling 

• Faster deployment through 
fine tuning and inferencing

• Equal or better accuracy for 
multiple use cases

• Incremental revenue. 
through better performance

up to 70% reduction
in certain NLP tasks

Massive
Foundation

Model

External data

Pre
Trained

Q&A

Sentiment 
Analysis

Translation

Code 
generation

…

…

Prompting

Fine
Tuned
Model PromptingA

+ Enterprise 
proprietary data

• Massive multi-tasking model
• Adaptable with minimized training
• Pre-trained unsupervised learning

A

+ Enterprise 
proprietary data
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Molecular
Data

Natural 
Language

Business 
Process 

Data

Foundation
Models

Cybersecurity 
Data

IT
Data

Geospatial 
Data

Sensor/IoT
Data

Business 
Automation

Application Modernization
IT Automation

Sustainability

Incident and 
Threat Management

IT Ops & 
IT Automation

Physical Asset
Management

Customer Care
Digital Labor

Code

LLMs

The impact of generative AI |The opportunity

Business advantage with foundation models trained across the breadth of 
enterprise data







Customer Insurer



A typical to-be and digitized claims process
Intelligent Workflow

Customer Insurer

Claims intake and reporting Claimant interaction, 
investigation and evaluation

Automatically pay the claims 
or negotiate and settle if 

necessary



A typical to-be and digitized claims process
Intelligent Workflow

Fully Automated

Digital Data Decision 
Interaction

Human / Manual High-Value processes 
supported by Core Claims 
System complemented by IWCognitive / Augmented 

Intelligence

Customer Insurer

Claims intake and reporting Claimant interaction, 
investigation and evaluation

Automatically pay the claims 
or negotiate and settle if 

necessary

Report incident

Receive incident 
notification

Verify claimant details

Verify policy coverage

Contact emergency 
medical services

Get third party details

Take and send pictures 
of own car damage

Receive images

Assess images

Route to own repairer

Open claim, make 
available to claims 
handler

Gather external data 

1st Fraud Check

Invoke Fraud 
Investigation

Launch guided incident 
report gathering

Follow conversation-
based guidance to 
submit required info

Submit Incident 
Report

Confirm minimum 
information needed

Arrange transportation

Route tow truck

Insured gets tracking 
details and claims status

Select repair facility

CX Feedback

Arrange appraisals

Review damage estimate

Claims Handler review

Runs analytics / fraud 
detection models

Straight through 
processing

Receive medical 
information

Review claims details

Decision on how to 
handle claim

Generate settlement offer

Send to fraud 
investigation team

Invoke fraud 
investigation

Make settlement offer

Review settlement offer 
with similar case data

Negotiate counteroffer

Issue payment

Make claim against 
3rd party insurer

Initiate recovery

Receive recovery

Close Claim

Receive payment

Receive car repair ETA

Pick up car

CX feedback

Funds transferred

Identify manual, 
automatable tasks

Augment cognitive tasks w/ AI Design data-driven workflow Exponential use of technology
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Let’s introduce Generative AI to claims handling
Intelligent Workflow



It’s only by embedding ethical 
principles into AI applications 
and processes, that trustworthy 
systems can be built.



Clients cannot just 
use any generative 
AI platform

Can it detect & minimize 
bias & hallucinations?

• How does the platform 
detect and correct bias?

• How can it prevent 
hallucination (providing 
random and untrue answers 
with absolute aplomb 
and convictions)?

Is it transparent?

• Open vs black-box
• How to audit and explain  

the model, and the 
answers it generates?

• Does the model track drift 
and bias? And how does 
it address them?

Is it safe?

• Who has control over 
the model, input data, 
and output data?

• How to ensure that 
confidential information
is not given out?

• How is it monitored? 
• What safety features and 

guardrails are in place?

Can it be customized?

• Hybrid and multicloud?
• Can the model be fine-

tuned with clients’ data?
• How can clients update, 

and extend the model 
to make it more suitable 
for their use cases?

• How to integrate with 
applications? What 
APIs are in place? 

How was it trained? 

• Garbage in à garbage out
• An enterprise cannot use a 

foundation model trained 
with Web crawl

• The training material needs to 
be huge and comprehensive 
but must also be curated 

Does it support 
regulatory compliance?

• How do foundation models 
and their usage comply 
with privacy and 
government regulations?

• What are the guardrails?
• Who is responsible for an 

inadvertently exposed 
PII or a “wrong answer”?

Generative AI 
platform 
questions





Data collection 
and extraction

External 
Datasets

IBM Internal 
Datasets

Data Deduplication Tokenization

FM training

Data FilteringData Annotation

Dataset Acquisition Dataset Preprocessing 
(model neutral)

Data Preprocessing 
(model specific)

• Document id generation
• Exact dedup
• Fuzzy dedup (threshold)
• Sentence splitting

Tuning and 
Customization

Customer 
Datasets

watsonx.data: curated IBM Data Pile
Enterprise-ready data acquisition, curation, provenance, and governance

• Language detection
• Hate, abuse, 

profanity filter
• Document quality
• URL blocking
• License detection   

(for code)

What IBM offers



Capture training meta-data

Capture model 
performance 

meta-data

Deploy approved model

Capture 
deployment  
meta-data

Build
(IBM, AWS, MS, Other)

Deploy
(IBM, AWS, MS, Other)

watsonx.governance
Trusted: Enable responsible, transparent and explainable AI workflows

What IBM offers



Pre-deployment 
model evaluation

Capture training meta-data

Evaluation and monitoring
(accuracy, drift, bias, 

explainability)

Capture model 
performance 

meta-data

Deploy approved model

Post-deployment 
model monitoring

Capture 
deployment  
meta-data

Build
(IBM, AWS, MS, Other)

Deploy
(IBM, AWS, MS, Other)

watsonx.governance
Trusted: Enable responsible, transparent and explainable AI workflows

What IBM offers



A toolkit for AI governance

• Govern any model across the 
entire AI lifecycle by 
consolidating multiple tools, 
applications and platforms 
while documenting the origin 
of data sets, models meta data 
and pipelines

• Manage risk and protect 
reputation by automating 
workflows to better detect 
fairness, bias and drift

• Adhere to internal compliance 
standards

Pre-deployment 
model evaluation

Capture training meta-data

Model inventory
(capture model facts throughout 

the lifecycle) 

Evaluation and monitoring
(accuracy, drift, bias, 

explainability)

Model risk governance
(workflows, dashboards, incident 

management)

Capture model 
performance 

meta-data

Deploy approved model

Sync model status 
and metadata

Post-deployment 
model monitoring

Capture 
deployment  
meta-data

Build
(IBM, AWS, MS, Other)

Deploy
(IBM, AWS, MS, Other)

watsonx.governance
Trusted: Enable responsible, transparent and explainable AI workflows

What IBM offers



2023
AI extends beyond natural 
language processing

2024
Governance and trust 
permeate AI

2025
AI becomes more energy 
and cost efficient

2027
Foundation models in 
production scale uniquely

2029
Trustworthy and explainable 
AI starts to reason

2030 and beyond
Fully multi-modal AI gives 
enterprises unprecedented scale

”Our machines should be 
nothing more than tools for 
extending the powers of the 
human beings who use them.”

IBM Technology Atlas AI roadmap

Source:
Thomas J. Watson, Jr. – former IBM President and CEO

https://www.ibm.com/roadmaps/ai/


FREE TRIAL
Experience watsonx.ai yourself 
with a free trial through 
ibm.com/watsonx.

Try our free trial

https://dataplatform.cloud.ibm.com/registration/stepone?context=wx
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