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Universities are under pressure to provide

fast, accurate, and accessible communication |

to a growing student population, but
traditional support channels can't keep

up - causing delays, overwhelmed staff,

and frustration. To address these challenges,
the university implemented an Al-powered
chatbot that integrates with existing systems
to deliver 24/7, conversational support.

This use case explores the problem, the
implemented solution, and the measurable
impact of the chatbot on student
engagement and operational efficiency.

Solution
Al Assistant

Sector
Public

Delivery Unit
Data Analytics and Al

Up to 60%

Reduction in repetitive inquiries

24/7 support

with immediate responses

90 nationalities

served with a bilingual solution

100% guaranteed

Guaranteed availability thanks
to Microsoft Azure

THE CHALLENGE

Universities often struggle to deliver timely, efficient
communication to their students - especially at scale.

With high volumes of daily inquiries -from course
information and enrollment deadlines to campus

services - traditional channels like email, phone calls,

and in-person visits are quickly overwhelmed. This results

in delayed responses, frustrated students, and overburdened
administrative staff. Without a centralized, always-available
system to handle routine questions, universities face
growing communication gaps and reduced student
satisfaction. This is where a chatbot can make a measurable
impact - by providing instant, consistent answers and
freeing up staff for higher-value tasks.

GOALS

» Ensure 24/7 Access to Information:
Give students a reliable communication channel
for accurate, timely responses, boosting
satisfaction and engagement.

> Reduce Staff Workload on Repetitive Tasks:
Automate FAQs so staff can focus on more
complex or high-value needs.

> Centralize and Streamline Information Delivery:
Provide a single source of truth for course details
and admin processes, reducing confusion.

» Scale Without Increasing Operational Costs:
Support more students without growing admin
teams, maintaining efficiency and service quality.

> Support Multilingual and Inclusive Communication:
Share information in multiple languages and
accessible formats to reach all students.

> Improve Onboarding and Orientation Experiences:
Guide new students through registration, class
selection, and key resources.

> Increase Responsiveness During Peak Periods:
Manage high volumes of inquiries (e.g., enroliment,
exams) without sacrificing speed or quality.


https://www.noesis.pt/en

SOLUTION

To address the growing communication demands
of students, the university implemented an
intelligent chatbot solution built on scalable,
cloud-based architecture.

Content Ingestion and Unification

> Website Scraping: Automatically extracts key
information (e.g., course pages, schedules,
announcements) from public university web

pages.

> Customer Database Integration (WordPress
CMS): Connects directly to the university's
WordPress backend to access structured content
like course descriptions, student resources,
and FAQs.

RESULTS

> Data Synchronization Layer:
Merges and harmonizes all ingested data into a
single, consistent knowledge base, ensuring
that students always receive the most up-to-date
and accurate information.

Improved Response Times and Availability:
Students receive instant answers to common
questions 24/7, significantly reducing wait

times and improving their overall experience.

Reduction in Staff Workload: A decrease of
up to 40-60% in repetitive inquiries handled
manually by staff, allowing them to focus on
more strategic and student-centric tasks.

Al-Powered Understanding and Response Generation

> Azure OpenAl Generative Models: Powers the
chatbot with advanced natural language processing
to understand complex questions and deliver clear,

contextual, and human-like responses. > Increased Student Satisfaction and

Engagement: Higher satisfaction scores and
improved engagement metrics due to faster,
more convenient communication.

> Intent Recognition and Context Management:
Enables the chatbot to track conversation history
and provide relevant, multi-step guidance to
students across a variety of topics. Operational Cost Savings: Lower administrative

costs by reducing the need for additional

support staff, especially during peak periods

Secure and Scalable Deployment like admissions or registration.

> Microsoft Azure Infrastructure:

Hosts all services within a secure, compliant, Consistent and Centralized Information

and scalable cloud environment, ensuring 24/7
availability and high performance even during
peak usage periods.

Delivery: Reduced errors and miscommunication
by providing a single source of accurate,
up-to-date information across departments.

Higher Efficiency During Critical Academic
Periods: Improved ability to manage spikes

in inquiries during enrollment, exam schedules,
and graduation timelines without service
disruption.
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ISEG (Instituto Superior de Economia e Gestao), known in English

as the Lisbon School of Economics & Management, is the economics
and management faculty of the University of Lisbon and holds the
distinction of being Portugal’s oldest institution in its field, officially
founded in 1911. Renowned for its rigorous academics and
international orientation, ISEG is accredited with the prestigious
“triple crown” (AACSB, EQUIS, and AMBA), placing it among the

top 1% of global business schools . It offers a wide range of programs
at bachelor’s, master’s, MBA, and doctoral levels - many available in
English—with a vibrant, multicultural community including students
from over 90 countries .

Noesis is an international tech consulting company with 30 years of
experience, delivering solutions to drive digital transformation and support
business growth. It offers a wide portfolio of IT services, including areas such
as IT Ops & Infrastructure, Cloud & Security, Enterprise Solutions, Low-Code
Solutions, Data Analytics & Al, DevOps & Automation, Quality Management,
Enterprise Application Integration, and Professional Services. With more
than 1.300 highly qualified talents, Noesis operates in seven countries:
Portugal, Spain, the Netherlands, Ireland, Brazil, the USA, and the
United Arab Emirates. As part of the Altia Group, listed on the Spanish
stock exchange BME Growth, the company integrates a network of more
than 4000 professionals, with operations in nine countries and a presence
in more than 30 locations.

Creating sustainable value for digital transformation
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