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Signal Through the Noise: Reaching Students 
of Generation Z

2018 RNL National Conference



What is a Chatbot?

• AI enhanced

• Conversational messaging

• Text based platform
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Meet students where they are to get 
them where theyÕre going

Relationship 
Building

Anytime, 
Anywhere

Personalization Instant 
Fulfillment



Chatbot Deployment

Tactical Relational

• Data Driven
• Focus on Action

• Experience Driven
• Focus on Engagement



Text nudges have been shown to increase 
matriculation rates by up to 11% points



Reminders

Guided Tutorials

Surveys

Targeted Human Support

Meet Pounce



185,211
total messages (RCT)

1.5 million
Currently

90% 
of students engaged

63% 
of students engaged 
in 3 or more sessions

Pounce Engagement
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Pounce Admission Results
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Summer Melt 

Pounce Introduced



ÒI love Pounce . ItÕs not pushy.Ó

ÒIÕd ratherget a text than an email.Ó

ÒI liked how convenient it was. I didnÕt have to 
look through my emails, I just went to my text.Ó

ÒThe language doesnÕt sound like a machine. 
ItÕs chill.Ó

ÒI like how it was personalized to me.Ó

Student Satisfaction

80%
GAVE POUNCE 
4 OR 5 STARS

94%
RECOMMENDED 
GEORGIA STATE 
STUDENTS USE 
POUNCE AGAIN



Barriers to Retention

Complete your FAFSA!

PAY your balance!

REGISTER for classes!
See your ADVISOR!

Apply for GRADUATION!



Campus Collaboration 



Retention Chatbot Campaigns



Resolving Holds (22%)

Reducing withdrawals 
for students with a 
balance (50%)

Engaging with 
Financial Aid (33%)

Early Registration (10%)

Retention Bot 
RCT 

Outcomes

Differences between treatment and control group are shown in parentheses.



Retention Chatbot Impact

Treatment: 28% Reduction
Control: 7% Reduction

Treatment: 31% Reduction
Control: 23% Reduction
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Goal
Improve the service experience for 
first year students by eliminating 
time-consuming, transactional 
conversations
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Sunny’s introduction
• First introduced to prospective 

students in February 2018
• Assists students through the 

admission process to course 
enrollment

• Continued to engage and 
support new first-year students, 
starting in Fall 2018

“Sunny really helped me with a number of issues. 
Because of her I am enrolled in classes today. She 
helped me set up an appt with my advisor! She also 
kept reminding me to send in transcripts and it was 
super helpful. I thought I 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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The bottom line on chatbots
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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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Chatbot Take-Aways
Coordinate your Campus Strategy
Think…Total Student Experience

Keep the messaging Relevant
Natural voice and intention

Make it Personal
Personalization = quality interactions
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