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Enrollment 
trending in 
the wrong 
direction

Georgia State University

Desire 
to text 
message 
students

Unsure of 
how to 
begin the 
conversation



Reminders

Guided Tutorials

Surveys

Targeted Human Support

Meet Pounce



Creating the Brain and Knowledge

Visiting Campus

Sports

Academics Student Life

Student Organizations

All Other FAQs Financing Education

Knowledge 
Enrollment Checklist



Registration for upcoming semester

FAFSA submission/verification, 
accepting loans, paying 
tuition bill

Enrollment reminders

Declaring a major/seeing an advisor

Study Abroad Opportunities

Georgia State University – Case Study

Housing deposits & applications

Immunization records submission

Placement test information

Planning for transportation

Graduation

Career Services

Designing 100+ Campaigns For Enrollment



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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Admission Retention



Barriers to Retention

REGISTER for classes!



Campus Collaboration 



Retention Chatbot Campaigns



Coordinated - Financial Campaigns

Dear Jacqueline, 

Financial aid is awarded based on the courses that apply toward your program of study. Our records 
indicate that you are enrolled in one or more courses in the Spring 2020 term that are not required for 
your program of study.  
At this time, we estimate that you will have a balance due as a result of your financial aid award being 
reduced in the Spring 2020 term.  

It's important that you resolve this matter quickly.  

We are looking forward to assisting you with resolving this financial aid concern.  

Please open a Panther Answer Ticket and we will respond with your courses that are impacted and 
potential next steps. 
Select Financial Aid  
Select CPOS 

 
For more information visit our site: Course Program of Study 



Personalized - Early Alert Nudges

Mentions the 
Academic Coach 

by name





Covid-19 Response – Critical Communication

3,616 
Students Reached

15% 
Response Rate

2 hours

26% 
Action Rate

Housing Extension Campaign 3.12.21



Covid-19 Response – Critical Communication

3,688 
Students Reached

46% 
Response Rate

Housing Move-Out Campaign 3.19.21

24 hours



Covid-19 Response – Critical Communication

Sent March 23 – during 2-week closure Sent March 25 – during 2-week closure

• Immediately relevant to students
• 10,140 clicks on refund information 
• Average click rate in a typical campaign is under 100

• Direct
• 3,040 clicks on “Online Checklist”
• 722 clicks on “Keep Learning” 
• Average click rate in a campaign is under 100



Covid-19 Response – Resources

10,008 
Students Reached

23% 
Response Rate

Technology Needs 3.27.21

830 clicks

98% 
Login Rate



Covid-19 Response – Course Modality

7.8.20 Course Modality Campaign

Received Message: 16,245

Response Rate: 53%

Response Students % of Responses

In Person 1,519 18%

Online 4,527 53%

Blended 2,576 30%

Total 8,622 100%



Chatbot Scope and Projects

Admissions

Bachelor 
Students

Associate 
Students

Retention

Bachelor 
Students

22K

Retention

Associate 
Students

RCT – Scale 
Summer 

2021

Retention

Academic 
Course 

Nudging

RCT 
Fall 2021

Admissions/ 
Retention

Graduate 
Students

Admissions/ 
Retention

Online 
Programs

Web-bots/ 
Bot 

Collaboration



1. Targeted, relevant messages make the highest 
impact on students

2. Speak to students in ways that are timely and said in 
a way that lets them hear

3. Use language that is relevant to students - needs to 
sound like a text, not an email (abbreviations, emoji)

Three Takeaways



Chat with Pounce in Admissions
https://admissions.gsu.edu/bachelors-degree/apply/high-school/

June 2020 White Paper
https://www.edworkingpapers.com/ai20-242

Resources

https://admissions.gsu.edu/bachelors-degree/apply/high-school/
https://nam03.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.edworkingpapers.com%2Fai20-242&data=02%7C01%7Cksnyder%40gsu.edu%7C89aff47d5dc34500bfd408d82ce33119%7C515ad73d8d5e4169895c9789dc742a70%7C0%7C0%7C637308701581175985&sdata=DI85BgI1UvmVFjByK0BxavOfAOpzvqLGpfVsbdrgJUA%3D&reserved=0




16,228
Messages to the Bot
*outside of campaigns

5,357
Distinct Users

Messages to the Bot

*student engagement reflects messages received outside of campaigns

Student Engagement



College Category 
Breakdown (Top 5) Messages % Total

Academics 2,385 36%

Financial Aid 1,487 22%

Billing 843 13%

Student Services 502 8%

Campus Life 595 9%

Directions 223 3%

Total 6,035 91%

College Related Messages

Student Engagement – College Messages
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