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Why do we need an AI chatbot for iSchool advising?

From Advisors' perspective...

• A high volume of inquiries of routine 

questions

• Consumes time for answering 

complex issues

• Demand for advising immediately 

exceeds capacity of human staff

= creation of AI chatbot idea

Validating with Student Survey Data (n=29)

• 58% of students would use an AI agent for 

immediate answer

• Another 58% need help outside of 

business hours or on weekends 

• 46% of students (12/26) reported they 

"Always" or "Often" avoid asking an 

advising question because of social fears



Problem Statement

How might UW iSchool Undergraduates get timely and 
accurate access to advising information so they can reduce 
uncertainty and enhance their overall academic success?



Key research insights

Literature Review

• Studies have shown that 

students trust AI more when it 

provides direct citation

• The Dawood literature review 

found that chatbots create a 

"safe space" for students who 

may feel intimidated by human 

advisors.

User Research

• 70% of students (16/23) 

use AI agents "Always," 

"Often," or "Sometimes" for 

academic assistance

• However, over 54% of those 

users (12/22) report that the 

AI agent only provides an 

effective answer 

"Sometimes"

Market Research

• Students want a bot that feels 

like a mentor/peer mentor, not a 

search engine.

• Providing support in multiple 

languages (especially for 

international MSIM/MLIS 

students)removes a significant 

barrier to "Institutional Capital" 

and improves equity.



Personas

Lucy
• first-generation student
• balancing a strict commute and

a part-time job

Needs Summary:
• officially cited answers
• 24/7 access
• Eliminate the anxiety 
• Avoid looking for conflicting 

information online
• Reduce time going through 

information resource sites 

Omar
• transfer student
• Navigating graduation
• requirement and transfer 

credit issue 
Needs Summary:
• centralized and reliable 

system
• Navigate simple  advising 

questions 
• escalation to a human 

advisor 
• Productive and time-saving 

system



Automated Responses
Provides quick, accurate answers 
to routine student inquiries.

Key Concepts

Source Citations
Each response includes 
citations from credible 
sources.

Central Database
A centralized "Truth 
Database" guarantees 
consistent and up-to-date 
advising information.

Human Escalation
Complex inquiries are 
escalated to human advisors.

Friendly Tone
The chatbot engages users with 
a warm, friendly tone.



MVP Definition

Feature Status

Answer 40+ common FAQs  Live

Citations to official sources  Live

Escalation to advisors  Live

UW Purple AI integration  Live

Knowledge base from advisor Excel  Live



Not in MVP (future):

• Live course schedule integration
• Advisor analytics dashboard



Concept Validation
We validated our advising chatbot prototype through user testing with representative students.

• Students want:
o quick, direct answers to advising questions
o prefer a simple conversational interface over navigating advising pages.

• Lessons learned from testing: 
o Users were satisfied with fast responses 
o but reported frustration when bot gave out inaccurate answers 
o or when the chatbot's response included courses that are rarely offered.

• Design direction: 
o We prioritized clearer and accurate responses by structuring our database to make it 

more interpretable for agents.
o incorporating a non-netid restricted quarter schedule to make sure classes are relevant



Solution approach / key features

• Key Features:

oChat Interface
oResponse with citation
oEscalation message



Chat Interface

User asks about graduation requirements User asks about class alternatives



Response with citation

Answer + source link



Escalation message

Complex questions route to advisors



Live Demo

• https://purple.uw.edu/chat/bd9cb063-4ced-4615-a210-5ced893d763a
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Ethical considerations

Our Values
o Trust & accuracy:  Students make real 

academic decisions = correctness 

matters 

o Equity & access: 24/7 access to exact 

information

o Transparency:  Students should be 

able to verify the information.

o Human-centered support:  We are not 

designing to replace human advisors.

Ethical Concerns
• Misinformation / overconfidence

Our approach to address the concerns
• Grounded answers

▪ Use official iSchool materials

▪ Avoids guessing when the information is not supported

• Concise, structured responses
• Short responses in bullet points

• End with a clear “next step” so students don’t get lost in long 

explanations.



Next steps for spring quarter

• Challenges
o No reliable, centralized knowledge base yet
o No Purple API/Limited sharing
o Hard to test with friends/users

• Further the project
o Expand the knowledge base using full ISchool documentation
o Improve UX:  Make citations/links clearer 

• Next steps
o Deploy a chat bot on the ISchool Advising webpage
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