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What is a Chatbot?

* Al enhanced
« Conversational messaging

 Text based platform




Chatbot Structure

Eh:
e Student-
Centric

« Robust and
Learning

o 24/7 access

« Targeted
« Strategic
* Timely

* High Impact
« Student
Engagement

 Coordinated

o Student Guide
* Friendly
 Relatable

Knowledge Base
Campaigns




Meet students wheredthey are to get
them where theyOre going

%

Personalization Relationship Instant Anytime,
Building Fulfillment Anywhere




Chatbot Deployment

Relational

@
» Experience Driven
* Focus on Engagement

Tactical

%

 Data Driven
 Focus on Action




Supporting Low-Income Students
Through the Transition to College
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Meet Pounce \QSI

((Q)) Reminders

@ Guided Tutorials

GEORGIA &
STATE s::° Surveys
Yy
% Targeted Human Support

We’'re doing it #thestateway



Pounce Engagement

$»

185,211

total messages (RCT)

1.5 million
Currently

90%

of students engaged

63%
of students engaged
In 3 Or more sessions

GEORGIA
STATE STAFF
0.9%

ADMITHUB STAFF
7.6%

POUNCE
AUTOMATION

91.5%

We’re doing it #thestateway



Pounce Admission Results \gS’

Summer Melt

18% Pounce Introduceq
16% 14%

13% 14%
11% T T—12%

Fall 2012 Fall 2013 Fall 2014 Fall 2015 Fall 2016 Fall 2017 Fall 2018

We’'re doing it #thestateway



Student Satisfaction \QS’

A love Pounce . ItOs not pushy.O

80%

GAVE POUNCE
4 OR 5 STARS

Ol1Od ratherget a text than an email.O

Ol liked how convenient it was. | didnOt have to
look through my emails, | just went to my text.O

94% OThe language doesnOt sound like a machine.
RECOMMENDED 1tOs chill.O

GEORGIA STATE . _ _ )
STUDENTS USE Ol like how it was personalized to me.O

POUNCE AGAIN

We’'re doing it #thestateway



Barriers 1o Retention \SS’

We’'re doing it #thestateway



Campus Collaboration \QS’

GEORGIA
STATE

We’'re doing it #thestateway



Retention Chatbot Campaigns

Hey FirstName % Looks like your immunization hold
is preventing you from registering this semester. ®

Hey First Name ! Looks like you still have a balance

& we don't want your classes to be dropped. ® Check
PAWS to see your balance. Do you still plan to take
classes this Fall ©a ~ (Y/N)

Having trouble taking care of your immunizations
(REPLY Y/N)

Y Yes
Y Yes
Good News: ¢ § GSU Student Health Services has
options where you can pay little to zero cost for your
immunizations Call = 678-891-3866 in you're
interested or have any 7s.

Great , FYI-If your aid doesn't cover your balance
due & you're not ready to pay in full by the deadline,
you can sign up for a payment plan. Visit
bit.ly/gsu_pay_plan

Great! The registration deadline is 01/17, make sure
to submit proof of immunization by then! ¢ 4 FYIl: GSU
Student Health Services has options where you can
pay little to zero cost for your immunizations Call

« 678-891-3866 in you're interested or have any ?'s.

That's okay. @ Make sure to log in to PAWS & drop
your classes ASAP so you won't be charged.




Retention Bot

RCT
Outcomes
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Retention Chatbot Impact \QS)

Students by PSP Flag Type over Time Students with AIP Holds:
Pre- & 1 Month Post-Campaign
@ RAS Corvgprete ® No FAFSA 8 DoCurvents Aeguve
SeleCled for Verfiaton  Rejeied 196 @ Warning 8 S0 50N Prodate
1% 2
™ 2 2 12
%
00 » 50 - ns
2% : -
i 200 =

- .

1%
100

100
- S0
0

0
Control: Feb. 11 Conmrpd Feb 19  Treamment Feb 11 Treawment Fed. 19
nzd37 (na211 - - Controi: Pre Control: Post e
ol o (med 71 (v 209 (eS8

Treatment: 28% Reduction Treatment: 31% Reduction
Control: 7% Reduction Control: 23% Reduction
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Improve the service experience for
first year students by eliminating
time-consuming,' transactional

conversations

“:&' .




Sunny’s introduction PRTI
bit.ly/2ICruHO.

 First introduced to prospective 1 Sunny 1s there anyone | need
students in February 2018 e en sendinmytest

 Assists students through the ——
admission process to course el
enroliment

« Continued to engage and St

support new first-year students,
starting in Fall 2018

Go Sun Devils

“Sunny really helped me with a number of issues. -

Because of her | am enrolled in classes today. She Go Sun Devilsity;
helped me set up an appt with my advisor! She also

kept reminding me to send in transcripts and it was
super helpful. | thought | had run out of time to go to
school this semester but Sunny helped me think it
was possible.” ! "#$$%&'()%*+/0#,%-.1203.
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Hi Amanda, it's Sunny. Your first semester at ASU is
almost over and you probably have all the feels
right now ... joy, pride, exhaustion, accomplishment

"H$% & () &*+&,-./
Just remember, you've got this ‘i Remember your
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accomplishment, and 'm so proud of you. You can
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Aww, shucks, You flatter me. You're pretty alright

yourself
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What do you think of me? Reply with a number:
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The bottom line on chatbots

D
< ASU is continuing to invest in chatbot 17*1*9"::;0&91)&"0*
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When added to a portfolio of communication channels>*

chatbots can:
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« Deploy chatbots with a
coordinated strategy

 Align with the institution’s brand

* Place student needs at the
center
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Happy Friday, Christopher, it's Sunny! &% |
know you're probably a pro now at navigating
college life, but | wanted to check-in and see
how you're doing.

My hope is that your semester is off to a
great start, but | want to hear from you. How
would you say it's going? Pick a number. [1]
Smooth sailing so far! [2] Rough at first, but
getting better. [3] I'm struggling

0 2

Good to hear, Christopher! I'm here if you
need me.
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Chatbot Take-Aways

(D))

Coordinate your Campus Strategy
Think...Total Student Experience

Keep the messaging Relevant

Ve

Natural voice and intention

Make it Personal

Personalization = quality interactions
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