Developing Chatbots in Higher Education:
A Case Study of Academic Program Chatbot in Thailand
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Abstract

Millennials prefer text messaging over phone calls as it is convenient and easy to use. Chatbots, where the
primary mode of communication is texting, could offer self-service options, handle simple tasks, and provide
24/7 availability for customers. Chatbots have been used in the education sector in different functions. Many
colleges are using a chatbot to respond to common enrolling questions. This paper uses one example of an
academic program Facebook Page to illustrate how chatbot implementation could benefit. The end-to-end
development process of this chatbot using Google Dialogflow as NLU platform and Facebook Messenger
as the platform interface is also discussed. A total of 807 sentences from 125 users were collected from the
chat logs as a representative sample which can develop into 33 intents. The proposed chatbot achieves
satisfying precision, recall, and Fl-score reported as 0.984, 0.884, and 0.897, respectively. The
implementation of chatbots also solved the problems faced by page administrators and end-user.
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