
Meet Cara

An AI powered virtual assistant for 
students in University of Galway
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• The context - What is Cara? 

• What can Cara do?

• How we use Cara for student engagement

• Ongoing development

Agenda
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Aim: Enhance the student experience – accessing information

Challenges for students

• Navigating information and identifying the supports they need

• Too much information

• Multiple sources of information

• Complex website

• Complicated by Covid restrictions - remote learning 
and remote working in 2020 - 2021
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On Campus – Student Enquiry Centre first stop shop

Universal Student Support Centre 
“….centralise student support services in one hub and facilitate our students’ journey in their learning and development”

• Enhance student experience/health 
and wellbeing

• Physical location/s
• Drop in and email queries
• Student Adviser hub
• Align with other help desks - referrals
• Information management
• Focus on student needs/support for 

student life - identify trends

Virtual – Universal Student Support Centre

Personal 
Assistant

Chatbot

Searchable 
knowledge 

base

Webchat
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What can Cara do?
… answer questions on day-to-day student life
• Accessible on web (and WhatsApp)

• Option to transfer to a staff member

• Featured questions based on student journey 

…tell Student Services about day-to-day student life
• Sentiment analysis – positive, negative, etc

• Summary reports

…directed to Services - observable
• E.g. Student campaigns around services for repeat exams

Reach 
out



Ask Cara – web version
Friendly and conversational Predicts the question Offers follow-up options



What can Cara do?
… ask questions on day-to-day student life



How are you getting 
on?

I need advice I have a bit of a 
problem I’m in a crisis

I’m doing great

What can Cara do?
… connect students with supports available

Reach 
out



Cara dashboard >45% out 
of hours



A year of Cara
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• Continuous improvement through machine learning

• Introduction of generative AI/Retrieval Augmented Generation approach - using University 
of Galway data only

• Integration with student records system

• Personalised Cara – anonymous to confidential option

Ongoing development



Thank you



Questions?
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• Technology has advanced since we started!

• Procurement Process 

• Funding – needed a plan beyond the initial proof of concept

• Maintain the steering group

• Invest more time in bringing other services on board

• Development took more time than we anticipated

Key Learning
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