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Brief

This presentation explores the impact of
Introducing bot-UoWM, a zero-code
conversational chatbot, in the context of the
University of Western Macedonia, in terms of
Its effectiveness in reducing administrative
workload, improving user interactions, and
enhancing student involvement.
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bot-UoWM
a zero-code conversation chatbot
that recognizes and answers in Greek Natural Language
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Problem Statement




What is the Challenge?

e Growing demand for quick and efficient
solutions for information access.

o Information is distributed to multiple
outdated platforms

e Traditional comunication channels

e Huge workload on secreteriat officies

\_/
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Requirements

< 24/7 Availability > < Greek NLP > Gonstant Accuracy Traini@

< Maintainability > < Fast Responses > Short Responses < Easy to implement >
< Scalability > < Device Flexibility > @ultiple messaging Platform§

( Fast build > < Friendly Persona > - Q\lo need for technical skil@




bot UoWM




Actions

Implementation

Azure Microsoft

Ready-to-use technologies
Detailed documentation
Accessible helpdesk support
Active user community
Stable 24/7 server

Knowledge base
Knowledge base sourced from
university webpages

Crawling and indexing techniques for
data retrieval

Confidence score

Confidence score for relevancy of
responses.

Manually excluded corner case

Skype, Teams, FB

Highly used, well-known platforms
both for business and for personal
communication




Architecture

- Language Studio for NLP database creation and integration.

- Bot Framework Composer to connect to Azure and publish the bot.
- Bot Framework Emulator for bug identification if any exist.

- Azure provides connection with the communication channels.

Channels Knowledge

Bot Framework




Channels

TnAepwvo NAEKTROAOYWVY

@ bot-uowm o

Turjpa HiektpoAdywy Mnyavikwy Kat
Mnxavikwy YroAoylotwy

T: 2461056500, 2461065502, 2461065504
- 2461056750 (Koounteia)

E: ece@uowm.gr W: https://ece.uowm.gr

GUAAO XpOVOXPEWSNC

To pUANC xpovoxpewong (PX)
¥pnowomnoleital yia va dnhwbel o ¥povog
TIoU adlepwBNKe Kal TIRETEL va amodnuuwBei
OTO TAQLOLO UAOTIOINONG TWY EPYLV.
LUUTTANPWVETAL KATA T SLAPKEL TOU prva
TIoU vAoToleltaytapEXETal To £pyo Kat
urtoypadgetal anod tov EY. Tou £pyou Kat tov
gpyalopevo. YrnopdAetal petd tn Aiién tou
prjva yia tov omnolo £xet cuprAnpwBel kat
ouvodelel TNV avtioToyn evioAn

TANPWHNS.

1 ouvexewa divovtal 600 uTodeiyuaTa
hUAAWY Xpovoxpewaons (TEviko kal 7FP),
KaBwe Kal 0dnyles cUUTIANPWOTIC TouS. ITn
TEPUTTWaT Tov 0 XPNUatodotng mPoTteivel
10 61K0 ToU GUAND XPOVOXPEWOTC,
¥pnowomoteital Tou Xpnuatodorn).

https:/frc.uowm . grfwp-content/uploads/
2013/10/icon_excel.jpg_Ynodeiypara e

HUMWY Xpovoxpéwong (Fevikd kal 7FP) TeamS as Medium

Skype as Medium






Participants

bot-UoWM was evaluated by
a total of 80 people

Students, Staff, and members of
the Academic community of
UoWM. (40 people)

People with previous interaction
with the UoWM, but not
members of the Academic
community of UoWM. (20 people)

People that are unfamiliar with
UoWM processes. (20 people)



Questionnaire

Group A (40 people) Group B (40 people)

Tasks related to retrieving information Earre iealke wit e sEsleiE e @
without bot-UoWM bot-UoWM



7 General
Questions

4 User
Satisfaction
Questions

Questionnaire

Designed to explore participants' familiarity with chatbots and their sentiments
regarding interaction with chatbots.

4 Regarding retrieval of Academic Information 1 Regarding Scheduling and Documentation

2 Regarding Administrative Procedures 1 Regarding Institutional Identification

1 Regarding Student Guidance 1 Regarding Contact Information

1 Regarding Guidelines

To provide feedback on their interaction and suggest improvements



Results




RQ1
Does the availability of bot-UoWM

reduce the effort needed to complete

tasks? GPA __________________ Growps

.....................................................................................................................................................................................

Provide infrastracture map. 34 0,8

Provide information about the history and the emblem/seal of UoWM. : 44 1 0,5 |
GrQUD B (bOt_UOWM .USGI’S) dgmonstrated Inquire about the availability of academic scholarships. g e 0,9
quicker task completion(avg time 36s). o S S e T |

Provide details about lodging 0 e 1 0,6 '
Bot-UoWM's responses were COnSISten“y Retrieve information about doctoral programs 4,8 0,6 |
rated as correct. """""""""""""""""

Explain the procedure for accessing instructions on creating an
eClass account for attending classes.

Average time for information retrieval was PR el Apreet s OO SRS. SRS NN

: o Explain the procedure for obtaining a detailed grade report or
significantly lower for Group B. P e e v 39 0,7
Group A Pa rtiCipantS found the information Inform students studying Primary Education about important s o |
retrieval process challenging, with 94% e s R R—
pe rceiving their answers as incorrect. Share guidelines for determining the hourly wage of Staff members. 49 1 0,6 ‘
e . Provide the document regarding the ECEs Semester Lecture time ] :
Only 5 participants in Group A successfully ST HSrEnS i L2
Completed all glven tasks. Share the PIC number of the University of Western Macedonia (MAM). =t 0,6

.....................................................................................................................................................................................

Provide contact information for the schools under the University of , ,
Western Macedonia (MAM),including phone numbers, websites, and 3,4 0,6
email addresses. ' '




RQ2
Which types of tasks can we identify that
benefit most from the use of bot-UoWM?

Hard | Medium [ Easy

Optimal Task Categories for bot-UoWM

Tasks characterized by lengthy information
retrieval related to technical issues or associated
with complex processes of UoWM

Trivial Tasks for a Virtual Assistant

Student-Related Queries




Which types of tasks can we identify that
benefit most from the use of bot-UoWM?

Hard | Medium || Easy

Optimal Task Categories for bot-UoWM

Tasks characterized by lengthy information
retrieval related to technical issues or associated
with complex processes of UoWM

Trivial Tasks for a Virtual Assistant

Student-Related Queries




ek
Does the availability of bot-UoWM increase
the engagement of users?

User engagement through satisfaction feedback

...................................................................................................................................................................................

Are you interested on interacting with a virtual assistant bot through
messaging platforms? :

Are you in favor of interacting with a VA instead of human for
academic advisory?



lek
Does the availability of bot-UoWM increase
the engagement of users?

10X MORE HITS ON AZURE 2X MORE TIME SPENT INTERACTING
THAN EXPECTED WITH BOT THAN EXPECTED



Conclusions




Coclusions

Key-points

e Improved user experience

®

e Reduced staff workload

@

o Efficient information retrieval @



Coclusions

Next-Steps

(Open—source Software> <Expansion of Database> < More Platforms >
Goice Interaction supporD <Test on other Institutes>

<Other language support> < IT support > -




Any Questions?

Thank you!

a.terzi@uowm.gr



