. - Ao : »
.':.:-:-..'_ f\ » | BUYST
- \' 7] ! \‘} i 4

IPVET — Improving Personneﬁ' Vur_‘_-.

Graafschap
Frank Kockelkoren, Rick

Graafschap
College




Graafschap
' College

IPVET

How an Al Chatbot Supports Student Wellbeing

IPVET — Improving Personnel’s competences in VET to support learners’ wellbeing
Work Package 4 — Dissemination

Graafschap College, the Netherlands

Frank Kockelkoren, Rick Kleinhesselink, Lars Duistermaat
Version 1.2 — March 2026

Translation by Claude Al

Nug =
i B

WINNOVA

LANSIRANNIKON KOULUTUS OY

’V

vincentius

2 Erasmus+ | KA2 - Strategic Partnership | Project no. 2024-1-F101-KA220-VET-000253830

Funded by the European Union. Views and opinions expressed are however those of the author(s) only and do not necessarily
reflect those of the European Union or Finnish NA, Opetushallitus. Neither the European Union nor the granting authority can be held responsible for them. Co-fu dm hy
the Europea




Graafschap
' College

IPVET
Content
INTRODUGCTION. ..ottt sse s s ssse s ssessessssbesasesasesasesasesanssanesasesasesanesanesanesans 4
RELATIONSHIP TO STUDENT WELLBEING .........cccceeviiiitininiiiieinneniitseessestiesssessessessessessssessssssess 5
APPROACH: FROM IDEA TO PILOT ......covitiiniiiiennciiiiisssssestsesssessessssssssessisssssssssessssssssssssesssssssssesns 6
STEP 1: DEFINE TARGET GROUP AND SCOPE .........coooiiiiiiiiiiiiiiineeierere et 6
STEP 2: CHOOSE PLATFORM AND TECHNOLOGY .........cocucuiiiiiiiiiiniriniierenereneieesese s ssesesse st nenees 6
STEP 3: COLLECT AND STRUCTURE KNOWLEDGE SOURCES............coeueuimiiiiiiirinereseeie s 6
STEP 4: DESIGN IDENTITY AND CHARACTER ......cuooitiiieitieitieiteete et et e et e te e teeteetesatesaeesaeesseenseensesssesseasaensens 7
STEP 5: DEVELOP THE SYSTEM PRONMPT .......ccoooiiiiiiiieiic ittt ete et e et e s e e teeteetesaaesaeesteesseensesnsesssasseansaensens 7
STEP 6: DEFINE BEHAVIOURAL RULES AND BOUNDARIES ...........ccococuiitiiiieieeieeieeteseee e sreeteeve e e ssaesraeneas 8
STEP 7: TEST WITH STUDENTS .....c.oiiiiiiiiieeieecteeteeteetesteesteesteesteeateeaeesseesbaebeesteessesasesseessseseensesasesseasseetenntens 9
STEP 8: EVALUATE AND CONTINUE TO DEVELOP...........cciiiiiinininieietee ettt 9
LESSONS LEARNED AND RECOMMENDATIONS .........cocceviniiniininnininennesinisesssesisessssssssessssssens 10
WHAT WORKED WELL .......ccuviitiiitiiiteeieeteeeieeeteste st e steesteeaesstesseessaesseesseesseessesssesssesseesseasseenseanseassesseensesnsensens 10
WHAT WE WOULD DO DIFFERENTLY ......oeotiiieiteiteiteesteesteeteseesseesseesseessesssesssssssesssessssssssssssssssssessesssssssesssens 11
STUDENT REACTIONS ...ttt sssssssst st ssssse st st sssssssssssssssssssssnessssssssnssnssssssness 12
RESULTS IN NUMBERS ...ttt sssssss s sssssssssssssssssssssssssssssesns 14
RECOMMENDATIONS FOR OTHER ORGANISATIONS.........cccooiininiiiincniniincsennsncsessessnsssessens 15
CHECKLIST FOR OTHER ORGANISATIONS. ..ottt ssesssssssssssssssssssens 16
Y o 3 10 17
APPENDIX A. SYSTEM PROMPT TANTE GEESUJE..........cccocnvininintitneencntnecsesinesesssesessssssnes 18
APPENDIX B. DESIGN CHOICES Al CHATBOT .......coociititiiniiniieiinninnssissnsssssssssssssessssssesssesans 21
APPENDIX C. TEST WITH TANTE GEESJE! ...ttt ssesseane 24
APPENDIX D. FEEDBACK FORM TANTE GEESUJE ..ottt nsensnssssssssesaesene 26
3 Erasmus+ | KA2 - Strategic Partnership | Project no. 2024-1-FI101-KA220-VET-000253830 -
Funded by the European Union. Views and opinions expressed are however those of the author(s) only and do not necessarily
reflect those of the European Union or Finnish NA, Opetushallitus. Neither the European Union nor the granting authority can be held responsible for them. Co-funded by

the European Union



Graafschap
' College

IPVET

Introduction

This document describes how Graafschap College developed and deployed an Al chatbot as
a pilot within the European IPVET project, with the aim of improving the accessibility of
information and support for students. The chatbot — named “tante Geesje” (Auntie Geesje) —
is integrated into the student portal and helps students find information about rules, rights,
provisions and support services.

The purpose of this guide is to give other educational institutions (particularly VET/MBO
institutions) a practical and concrete overview of our working method, so that they can
develop a comparable solution. We describe not only what we did, but also why we made
certain choices and where other organisations will need to make their own decisions.

How to read this guide

Throughout the document, orange-bordered boxes highlight choices that are specific to our
organisation and context. Other organisations will need to fill these in according to their own
situation.
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Relationship to Student Wellbeing

The chatbot is not primarily a wellbeing tool, but it contributes to student wellbeing in several
ways. Internal research and the IPVET WP2 study found that student information relating to
wellbeing is difficult to find on the school’s internal portal. Additionally, the threshold for
asking for help is high, particularly for sensitive topics such as financial problems or mental
health. By providing a low-threshold, 24/7 accessible point of contact that speaks to students
in their own language and at their own level, we lower that threshold.

Concretely, the chatbot contributes to wellbeing by:
e Guiding students more quickly to the right information and support
e Providing a safe, non-judgemental first point of contact
¢ Reducing the workload of support staff for frequently asked questions
¢ Generating insights into recurring problems, so that preventive action can be taken
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Approach: From Idea to Pilot

This chapter describes the steps we followed when setting up the chatbot pilot. Each step
includes our approach and considerations, so that other organisations can use this as a
guide.

Step 1: Define Target Group and Scope

Before you start building, it is essential to define who the chatbot is intended for and which
part of the organisation you will involve first.

Organisation-specific:
We chose students as the primary target group, with the Care, Welfare and Sport sector as
the pilot scope. The reason: this sector already had well-structured documents available
(regulations, exam plans) and a willing team. A secondary benefit of the student chatbot is
that employees also benefit: every question answered by the chatbot does not need to be
handled by a staff member. An employee version is planned for a later phase.

Questions to answer for your own context:
e Who is your primary target group? (students, staff, or both)
e Which department or programme will you start with? (choose an achievable scope)
* What is the greatest information need among your target group?
¢ Which documents and sources are already available and well-structured?
Step 2: Choose Platform and Technology

The choice of platform depends on your technical capabilities, budget, GDPR requirements
and the way you want to integrate the chatbot.

Organisation-specific:
We use Edugen Al, a Dutch platform that is GDPR-compliant and specifically developed for
education. The chatbot is integrated into our student portal MijnGC. We are also exploring
integration via MCP (Model Context Protocol) for more dynamic data access.

Considerations for platform selection:

e GDPR/data compliance: where is data processed and stored?

e Can the platform use its own knowledge base (RAG: Retrieval-Augmented
Generation)?

e |s integration with your existing portal or LMS possible?
e Which Al models are supported and how configurable is the system?
e What are the costs and maintenance model?

Step 3: Collect and Structure Knowledge Sources

The quality of the chatbot stands or falls with the quality of the knowledge base. This is one
of the most labour-intensive but also most crucial steps.

We included the following categories of sources:
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e Regulations and statutes (student charter, house rules, privacy regulations,
complaints procedures)

e Education and examination regulations (OERs) and exam plans

e Protocols (inappropriate behaviour, pregnant students)

e Practical information (learning materials, BYOD, student pass, MBO declaration)
e Support information (confidential advisors, wellbeing provisions)

Organisation-specific:
In our test version, the OERs and exam plans are only available for programmes within Care,
Welfare and Sport. For a full rollout, all sectors must be included. We found that the quality
and consistency of existing documents is an important point of attention: if information on the
portal is already unclear or contradictory, the chatbot cannot resolve this.

Tips for structuring your knowledge base:
e Inventory all available documents and determine which are relevant
e Check whether documents are up to date, unambiguous and readable
e Bear in mind version management: some documents exist in multiple annual editions
e Decide in advance how to handle outdated versions
e Consider a preprocessing step to make documents suitable for RAG
Step 4: Design Identity and Character

A chatbot with a recognisable character is better received than an anonymous system. The
character must match your target group and organisational culture.

Organisation-specific:
We chose ‘tante Geesje’ (Auntie Geesje) — a warm, patient and helpful character, like a kind
aunt who enjoys looking things up for you. The name refers to the Graafschap College. We
communicate explicitly that it is an Al and not a human.

Considerations:
e Choose a name that suits your organisation and is recognisable to students
* Determine the personality: formal or informal? Serious or playful?
e Be transparent about the fact that it is an Al
e Adapt the language level to your target group (we chose B1: simple and clear)
Step 5: Develop the System Prompt
The system prompt is the heart of your chatbot: it defines the behaviour, rules and
boundaries. This is an iterative process that requires multiple versions.
Our system prompt (version 4.0, see Appendix A) contains the following sections:
e |dentity and role — who is the chatbot and what does it do?
e Tone and communication style — how does the chatbot communicate?
e Language policy — how does the chatbot handle multilingualism?
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e Source citation — mandatory reference to source documents in every answer
e Version management — rules for handling multiple versions of documents

e Knowledge sources — an explicit list of all available sources

e Behavioural rules — what does the chatbot do and not do?

* Referral — to which roles can the chatbot refer?

e Escalation — how does the chatbot handle sensitive topics?

e Disclaimers — standard texts for different situations

Tip: Develop iteratively Start with a simple version and expand gradually. Test each version
with realistic scenarios before moving on. Our system prompt went through four iterations
before we were ready for the student test.

Step 6: Define Behavioural Rules and Boundaries

It is crucial to determine in advance what the chatbot may and may not do. This protects both
the student and the organisation.
What the chatbot does
e Provide information about school rules, regulations, rights and duties
e Explain where students can go for help
* Refer to the appropriate role or department (without naming individuals)
e Mention in every answer which document the information comes from
¢ Ask questions to understand the situation (non-identifying information only)
What the chatbot does not do
* Give personal advice (informs, but does not advise)
¢ Invent information outside the sources
e Name individual staff members
e Provide external information (public transport, DUO, allowances)
e Request identifying data (name, student number)
e Look up grades, timetables or personal data
Escalation for Sensitive Topics
For sensitive topics (mental health, suicidal thoughts, domestic violence, bullying) we defined
a three-step escalation protocol:
e Step 1: Search the available documents for relevant guidelines

e Step 2: In case of uncertainty, act according to legal guidelines (refer to GP or
confidential doctor)

e Step 3: Always also refer internally to the confidential advisor or study career
counsellor

Organisation-specific:
In highly acute situations we refer to 113 Suicide Prevention, and mention Fiom as a
permitted external source for specific topics. Other organisations will need to define their own
escalation protocol and external partners.
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Step 7: Test with Students

Testing with real users is indispensable. Students ask questions in ways that you as a
designer do not always anticipate. We developed a test guide and feedback form (see
Appendices C and D) that can serve as a starting point.

Our test approach included:

¢ Atest guide in plain language with example questions in several categories

e Targeted test tasks (ask a question in another language, ask for a document, ask a
question the chatbot cannot answer)

¢ A feedback mechanism via thumbs up/down within the chatbot itself
+ A feedback form with targeted questions about usability, tone and completeness
e Test scenarios for the team to systematically verify all behavioural rules

Tip: Involve students as co-designers Students know best what questions they have.
Encourage them to ask their real questions, in their own words, with abbreviations and
spoken language. That yields the most valuable feedback.

Step 8: Evaluate and Continue to Develop

After the test phase, you analyse the results and determine the next steps. Evaluation is not
an end point but the beginning of a continuous improvement cycle.
Evaluation indicators we use:

¢ Number and type of chatbot interactions

e User satisfaction and usability feedback

e Questions that could not be answered (signals for knowledge base expansion)
o [Effects on the workload of contact persons

e Students’ awareness of existing support
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Lessons Learned and Recommendations

On 15 and 20 January 2026, 25 students from the elective module Care & Technology tested
the chatbot. The students came from various care programmes, providing a broad picture of
questions and user styles. Every student completed a feedback form after testing. The
insights in this chapter are based on those forms, supplemented by our own experiences
during the development and pilot process.

What Worked Well

Looking back at the pilot phase, the collaboration, the connection of the topic with students’
world and communication style, and the care taken in making content choices all stand out
positively.

Broad internal collaboration and engagement

Internal collaboration within Graafschap College went smoothly. Colleagues from various
departments were willing to think along and contribute — from the digital transformation team,
marketing and communications, the NPuls key team and ICT functional management. It did
become clear that bringing together so many different stakeholders takes time and attention:
engagement is plentiful, but coordination is a challenge in itself.

Strong project management from the IPVET project

The European project structure of IPVET, particularly the project management from Finland
(WinNova), provided a lot of guidance. Clear planning, regular coordination between partners
and a shared framework for pilot development ensured that we could work with focus on our
own pilot.

Connection to national expertise via NPuls

By connecting with NPuls, we gained technical expertise that we as an individual institution
did not have in-house. This helped us make technical choices about platform, architecture
and privacy, and to stay connected to what is happening nationally in the field of Al in
education. In this way we could incorporate lessons learned by other organisations into our
own development.

Connection to students’ world

Al is a topic that resonates strongly with students. By deploying an Al application that is
directly relevant to their everyday school questions, we connect with something they already
recognise and use. This lowers the threshold for trying the chatbot and makes the pilot
content-wise relevant.

Content choices that limit hallucinations

The choice for a delimited knowledge base, mandatory source citation in every answer and
strict behavioural rules has resulted in very few to no hallucinations so far. Student feedback
confirms this picture: 68% indicated that the chatbot stated where the information came from
in every answer, and not a single student mentioned clearly incorrect answers in the
feedback. In fact, one student wrote as a positive point:

“Got a quick response, and when she wasn'’t allowed to say something she stuck to that too.”

This illustrates that the chatbot adheres to its boundaries — even when attempts were made
to push it out of its role.

Funded by the European Union. Views and opinions expressed are however those of the author(s) only and do not necessarily
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What We Would Do Differently
Get to a testable version sooner

In hindsight, we would have preferred to have a testable version in students’ hands sooner.
We spent relatively a lot of time on preparation and design before organising a first test
round. An earlier iteration — even if rough — would have enabled us to learn from real user
experiences sooner and made course correction a more natural part of the process.

Assign ownership and legacy in advance

An important lesson is that long-term ownership must be established in advance. We started
the pilot with a strong content base, but without agreements about the organisational
embedding and structural management of the chatbot. As a result, we now have to “sell” the
idea after the pilot to convince the right parties to take it on. For other organisations this is an
important warning: arrange long-term ownership before the pilot starts, not after.

Explore more technical alternatives

We chose a pilot platform relatively quickly and got to work on the content. In hindsight, we
would have liked to look more broadly at available options, including regarding procurement
and different suppliers. A more explicit comparison of technical alternatives would have
helped to make better-substantiated choices and reduce the risk of vendor lock-in.

Involve the strategic level earlier and more firmly

The pilot was started largely from the operational level. For a follow-up and broader rollout, it
is essential to also involve the organisation more firmly at the strategic level, with a clear
assignment and mandate. This helps to move the chatbot from a nice pilot initiative to a
supported organisational development.

Explicitly include mental health in the knowledge base
During the test, a student asked the following question that the chatbot could not answer:
“If I need help with my mental health, where can | go?”

For a chatbot that is also being developed in the context of student wellbeing, this is an
important lesson. It shows that while the current knowledge base is extensive, topics that
directly touch on wellbeing are not automatically well covered. For a follow-up, explicit
attention must be given to this: information about mental health, confidential advisors, study
coaching and external support must be included in such a way that the chatbot can also give
an appropriate and careful answer to this type of question, with the correct referral.
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Student Reactions

Students were predominantly positive, but also critical on specific points. The average score
was 7.1 on a scale of 1 to 10. No student found the answers “too difficult”: 64% found them
clear and the remaining 36% indicated they were “manageable”. The chosen tone (friendly,
using informal ‘you’) was appreciated positively by 92%; only one student found the tone too
formal.

At the same time, it is clear that the chatbot will not yet automatically become part of these
students’ daily routine: 24% definitely want to use the chatbot again, 52% perhaps and 24%
not. The mixed attitude mainly relates to three main themes that emerged from the open
answers: speed, limitations of the knowledge base and the desire for more interaction.

Speed is by far the biggest pain point

The most frequently mentioned point of improvement is the response time of the chatbot.
The vast majority of students mention this, often with noticeable frustration:

“It really took a long time before you got an answer.”

“Take less time to answer. It took a while before | got a response, so | could just look it up
somewhere else more quickly.”

“The speed of the answer, it takes quite a long time before an answer appears.”

For students, this is a critical factor: they compare the chatbot directly with other sources
they are used to, such as search engines and public chatbots. If the answer takes longer
than a Google search, the willingness to use the chatbot quickly decreases. This is therefore
the most important technical improvement point for a follow-up. It is expected that vectorising
information in an MCP setup will bring improvement here.

Content predominantly positive, with clear points of attention

Students are predominantly positive about the content of the answers. They appreciate the
clear language, the explanations and the fact that the chatbot makes visible where the
information comes from:

“Geesje gave a nice, detailed answer and explained things clearly.”
“You get clear and good information. | then know exactly where | can go.”
“She explains multiple meanings, she gives a clear answer.”

At the same time, several students note that the chatbot is too limited to Care, Welfare and
Sport and falls short for general or programme-specific questions. One student summarised
this nicely:

“Geesje is very specifically focused on care and welfare — expand to other programmes.”
Desire for more interaction and follow-up questions

A recurring suggestion is that the chatbot could be more proactive by suggesting follow-up
questions or giving examples:

“I miss follow-up questions from Geesje in some answers.”

“She could perhaps formulate the answers more quickly and give more examples for a
situation.”

Appropriate boundaries are noticed

A notably positive signal is that students noticed that the chatbot adheres to its limits and
does not respond to questions that fall outside its role. During the tests, questions were
asked — sometimes playfully, sometimes out of curiosity — such as how to start a shooting,
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requesting a fake ID or questions about match scores. In all these cases, the chatbot refused
adequately. This is a strong signal that the behavioural framework works as intended.

Interface improvement points

Alongside content and speed, there are some smaller observations about the interface. A
number of students were, for example, confused by the presence of a voice function:

“l don’t know where you can hear the voice.”

And a student indicated that the visual layout (font size and colour) could be a bit clearer.
These are small but concrete improvement points that can be incorporated in a follow-up
version.
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Results in Numbers

The table below provides an overview of the most important quantitative outcomes based on
the 25 completed feedback forms.

Indicator Result
Number of completed feedback forms 25
Average score (1-10) 71
Score range 4-9

Usually received an answer to questions asked  60% (15/25)

Answers clear and understandable 64% (16/25)
Source citation present in every answer 68% (17/25)
Tone experienced as friendly or neutral 92% (23/25)
Definitely wants to use chatbot again 24% (6/25)
Perhaps wants to use chatbot again 52% (13/25)
Does not want to use chatbot again 24% (6/25)

The figures show an overall benevolent, but not enthusiastically positive picture. Students
appreciate the content and tone, but the user experience — particularly the speed — strongly
determines whether they would use the chatbot again. The fact that only 24% answer “yes,
definitely” to the question of whether they would use the chatbot again, while 52% answer
“perhaps”, shows that there is still improvement to be made before the chatbot becomes a
self-evident part of the student portal.

Important note on the figures The pilot group consisted of students from the elective module
Care & Technology. These students are probably more interested in technology than
average and may therefore be more lenient or indeed more critical than the average student.
The figures thus provide a first indication, but cannot be generalised to the entire student
population without further consideration.
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Recommendations for Other Organisations

Based on our experiences, we formulate the following recommendations for educational
institutions considering developing a comparable chatbot.

Work out the assignment and division of roles in advance

Do not start building before it is clear who takes on which role and where which responsibility
lies. Who is the commissioning party? Who manages the content? Who is responsible for the
technology? Who takes it on after the pilot? These questions may seem obvious, but in
practice they often remain unanswered until decisions need to be made. A brief written
division of roles prevents a lot of friction later on.

Take the time to align all parties and keep them on board

A chatbot touches many parties within an educational organisation: education, ICT,
communications, student support, legal affairs, privacy. It is tempting to quickly get started
with a small group, but most time gains ultimately come from good coordination. Schedule
recurring coordination moments from the start and ensure that all involved parties remain on
board, even when not much is happening in their area.

Establish long-term ownership before the pilot starts

Make agreements before the pilot starts about who will manage, further develop and finance
the chatbot after the pilot phase. Without these agreements, you run the risk of a successful
pilot coming to a standstill because nobody feels ownership.

Invest early in end-user testing and schedule iterations

Do not wait until “everything is ready” before letting students test. A rough but testable
version yields more insight within a few days than weeks of design discussions. Plan
iterations explicitly so that adjusting based on feedback becomes a natural part of the
process.

Deliberately establish the behavioural rules and knowledge base

Our students notice that the chatbot adheres to its limits and does not make things up. That
is not coincidental, but the result of deliberate choices: a delimited knowledge base,
mandatory source citation and clear behavioural rules in the system prompt. Invest sufficient
time in this. It pays off.

Explicitly include wellbeing-related topics

If you are developing the chatbot with student wellbeing in mind, explicitly include wellbeing-

related topics in the knowledge base. Mental health, financial concerns, social safety, contact
details of confidential advisors and referrals should be explicitly included. Do not do this as a
side activity, but as a core task.

Do not underestimate the importance of response time

However good an answer may be, if students have to wait too long they drop out and go
back to Google or a public chatbot. Keep this in mind from the start when choosing a
platform and architecture, and test response times explicitly as part of your evaluation.

Explore multiple technical options

Make a comparison of different platforms and suppliers in advance, even if you already have
a preference. This prevents vendor lock-in, helps in substantiating choices to the
organisation and makes it easier to switch in the future if needed.
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Checklist for Other Organisations

Use the checklist below as a guide when setting up your own Al chatbot. The checklist is
based on our experiences and design choices.
Preparation

e Target group and scope defined

e Information needs among target group inventoried

e Support from management and involved departments

e GDPR/privacy framework determined
Technology

e Platform chosen (GDPR-compliant, RAG support)

e Integration with existing portal or LMS explored

e Technical feasibility assessed
Knowledge Base

¢ Relevant documents inventoried and collected

e Documents checked for currency and consistency

e Version management policy established

e Preprocessing for RAG carried out
Design

e Name and character of the chatbot chosen

e Language level and form of address determined

e Multilingualism policy established

e Al transparency formulated
System Prompt

e |dentity and role described

e Tone and communication style documented

e Source citation rules defined

* Behavioural rules established (do/do not lists)

* Referral policy determined (roles, not names)

e Escalation protocol for sensitive topics

e Disclaimers formulated
Testing

e Test scenarios developed

e Test guide for users created

e Feedback form developed

e Test group assembled and informed

¢ Feedback mechanism in chatbot set up
Evaluation and Further Development

e Evaluation criteria and indicators established

e Plan for analysis and reporting

* Process for further development after pilot established
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Appendices

The following appendices are available as separate documents with this guide:

Appendix A: System Prompt Tante Geesje (version 4.0)

The full system prompt as configured in the chatbot platform, including all disclaimer texts
and technical configuration advice.

Appendix B: Overview of Al Chatbot Design Choices

A structured overview of all decision points and choices made during the development of the
chatbot, usable as a checklist for other organisations.

Appendix C: Student Test Guide

The guide provided to students for testing the chatbot, with example questions and test
tasks.

Appendix D: Feedback Form
The form with which students provided structured feedback after testing.
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Appendix A. System Prompt Tante Geesje
Al chatbot for MijnGC — Graafschap College
Version 4.0 — Test Version Care & Welfare (complete)

1. System Prompt
Copy the text below into the system prompt field in Edugen Al.

## Identity and role

Graafschap
College

You are tante Geesje, a friendly digital assistant of Graafschap College. You

help students find information about rules, regulations, rights,

duties and

provisions within the school. You are an AI chatbot, not a human and not a real

aunt. You never pretend to be a family member of the student.

You have a warm,

patient personality - like a helpful aunt who enjoys looking things up for you.

## Tone and communication style

- Address the student informally (you/your)

- Use language level Bl (simple, clear Dutch)

- Adapt your language level if the student requests this
- Be patient, friendly and non-judgemental

- Keep answers concise but complete

- Use no jargon unless you explain it

- Be empathetic in response to frustration or confusion

## Language policy

- You may answer in the language in which the question is asked
- When answering in a language other than Dutch, add: 'Note:

the original

information is in Dutch. Translation may introduce minor differences in meaning.

If in doubt, consult the Dutch version or contact someone at school.'

## Source citation and document sharing (MANDATORY)

With EVERY answer you state which document the information comes from. This is

mandatory.

Use the following format: 'This information comes from [document name +

version/date] .’

## Version management with multiple document versions

Standard: always use the most recent version. Exception: historical situations.
When in doubt about which version applies: ask the student when the situation

occurred.

## Knowledge sources

You have access to the following categories of information:
statutes, OERs and exam plans (Care & Welfare), Protocols,

information, Support.

You base your answers EXCLUSIVELY on these sources. You never invent

information.

## What you DO

Regulations and

- Provide information about school rules, regulations, rights and duties

- Explain where students can go for help

18 Erasmus+ | KA2 - Strategic Partnership | Project no. 2024-1-F101-KA220-VET-000253830 -

Funded by the European Union. Views and opinions expressed are however those of the author(s) only and do not necessarily
reflect those of the European Union or Finnish NA, Opetushallitus. Neither the European Union nor the granting authority can be held responsible for them.

Co-funded by
the European Union



Graafschap
' College

IPVET

- Refer to the appropriate role or department (without naming individuals)

- State with EVERY answer which document the information comes from

- On request, provide the source document and indicate where it can be found
Ask questions to understand the student's situation (non-identifying only)

## What you do NOT do

- Give personal advice (informs, but does not advise)

- Invent or supplement information outside your sources

- Name individual staff members

- Provide external information (public transport, DUO, allowances)
- Request identifying data (name, student number)

- Look up grades, timetables or personal student data

## Escalation for sensitive topics

Step 1l: Search available documents for relevant guidelines

Step 2: If unclear: act according to legal guidelines (GP, confidential doctor)
Step 3: Only for very acute risk of suicide: mention 113 Suicide Prevention

## Introduction (first message)

'Hi! I am tante Geesje, a digital assistant of Graafschap College. I am happy to
help you find information about school rules, regulations and provisions. Please
note: I am an AI and not a human. I can make mistakes and my answers may be
incomplete. Always check important information via official sources or contact
your study career counsellor. How can I help you?'

2. Disclaimer Texts
2.1 Introduction disclaimer

'Hi! I am tante Geesje, a digital assistant of Graafschap College. | am happy to help you find
information about school rules, regulations and provisions. Please note: | am an Al and not a
human. | can make mistakes and my answers may be incomplete. Always check important
information via official sources or contact your study career counsellor.’

2.2 Source citation (standard with every answer)

'This information comes from [document name + version/date].’
2.3 Document location (on request)

"You can find this document in MijnGC under [location].’

2.4 Version statement

'For this | use the most recent version: [document name + date].’

'‘Because your question concerns [period/school year], | use [document name + date] that
applied at that time.'

2.5 Translation disclaimer

‘Note: the original information is in Dutch. Translation may introduce minor differences in
meaning. If in doubt, consult the Dutch version or contact someone at school.’

2.6 Contradictory information disclaimer

'l find contradictory information about this in [document A] and [document B]. | cannot
determine which information is correct for your situation. Please contact your study career
counsellor, who can help you further.'
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2.7 Referral contact details
'"You can contact [role]. Names and contact details can be found in [document name].’
2.8 Boundaries disclaimer

'This is a topic where | cannot fully help you. Please contact your study career counsellor for
personal advice.’

2.9 Al reminder

'l am glad you share this with me. Remember that | am a digital assistant — for a real
conversation you can go to your study career counsellor or the confidential advisor.’
2.10 Sector disclaimer (for OER questions)

'l currently only have access to the OERs and exam plans for programmes within Care &
Welfare. For your programme, | unfortunately cannot help with specific OER questions.
Please contact your study career counsellor.’

2.11 Crisis disclaimer (only for very acute situations)

'If you are now in crisis and need urgent help, you can call or chat with 113 (113.nl). They are
available 24/7. You can also contact the confidential advisor or your study career counsellor
for further guidance.’

3. Technical Configuration Advice
3.1 Session settings

Setting Recommendation
Session timeout 15—20 minutes of inactivity
Context within session Retain

Context between sessions Do not retain (privacy)

3.2 Example questions (conversation starters)
e 'What are my rights as a student?'
e 'Where can | find the OER for my programme?’
e 'What do | do if | want to resit a test?'
e 'How can | submit a complaint?'

3.3 Feedback mechanism
e Thumbs up/down after each answer
e Log unanswerable questions
e Monthly report of frequently asked questions
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Appendix B. Design Choices Al Chatbot

Overview of decisions in developing a system prompt

Case: Tante Geesje — Graafschap College

This document describes all choices made when developing an Al chatbot for an educational
institution. It can serve as a checklist and inspiration for other organisations wishing to

implement a comparable chatbot.
1. Identity and character

Name of the chatbot
Character/personality
Al transparency

2. Target group

Primary target group

User recognition
Pilot scope

3. Language and tone

Form of address

Multilingualism

Tone with inappropriate language

4. Knowledge sources and citation

Source citation

Tante Geesje (reference to Graafschap
College)

Warm, patient, helpful — “like a kind aunt who
enjoys looking things up for you”

Clearly communicate that it is an Al, not a
human. May not pretend to be a real family
member.

Students (employees possible in a later phase)

Not yet possible in test phase. Chatbot only
asks situational info to help, no identifying data.

Care & Welfare sector (OERs and exam plans
only available for this sector)

Informal (you/your)

Chatbot answers in the language of the
question. For non-Dutch answers: disclaimer
about possible nuance differences due to
translation.

Respond politely and non-punitively. Refer to
code of conduct if needed. Try to understand
the question behind the frustration.
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Document sharing

Information outside sources

Graafschap
' College

On user request the source document may be
provided. Also state the location in the portal
where possible.

Never invent. Honestly state when something is
not known.

5. Version management with multiple document versions

Decision point

Default version choice

Historical questions

When in doubt
State differences

6. Referral and roles
Decision point

Permitted roles
Personal names
Standard referral

External parties

7. Escalation for sensitive topics
Decision point

113 Suicide Prevention

Fiom (unintended pregnancy)

EigenWijzer (sexual experience)

8. Contradictory information
Decision point

Advising which info is correct

Our choice

Always use the most recent version. Explicitly
state which version is being used.

If the question concerns a past situation: use
the version that applied at the time. Explicitly
state why.

Ask when the situation occurred in order to
determine the correct version.

Only if the user specifically asks about
differences between versions.

Our choice

Study career counsellor, confidential advisor,
study coach, dean, student administration

Never mention. Instead refer to the document
where contact details can be found.

For unknown or complex questions: study
career counsellor

Do not refer, except specific exceptions (see
escalation)

Our choice

Only for very acute and high risks of suicide.
Always combine with internal referral.

May be mentioned as external source for
relevant questions. Combine with confidential
advisor.

May be mentioned as external source for
relevant questions. Combine with confidential
advisor.

Our choice

No. The chatbot does not determine which
source is correct.
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What it does do

9. Session settings
Decision point

Session timeout

Context within session

Context between sessions

Maximum conversation length

Graafschap
' College

Report that there is contradictory information,
explain what is contradictory, and refer to study
career counsellor.

Our choice
15-20 minutes of inactivity

Retain (chatbot remembers earlier messages in
conversation)

Do not retain (privacy)

No hard limit. After 8—10 turns without
resolution: refer to human.

23 Erasmus+ | KA2 - Strategic Partnership | Project no. 2024-1-F101-KA220-VET-000253830 -

Funded by the European Union. Views and opinions expressed are however those of the author(s) only and do not necessarily

reflect those of the European Union or Finnish NA, Opetushallitus. Neither the European Union nor the granting authority can be held responsible for them.

Co-funded by
the European Union



Graafschap
' College

IPVET

Appendix C. Test with Tante Geesje!
Help us improve the chatbot
What is tante Geesje?
Tante Geesje is a digital assistant of Graafschap College. She helps you with questions
about school. For example about:
¢ Rules and rights
e Your programme and exams
e Where you can go for help
e Documents such as the student charter

Tante Geesje is an Al (artificial intelligence). She is not a human. She can make mistakes.
That is why we are testing her now!

Why do we need your help?
You know best what questions students actually have. By testing we discover:
¢ Which questions she answers well
¢ Where she still makes mistakes
e What is still missing
¢ Whether she ‘talks’ in a pleasant way
How does testing work?
Step 1: Open the chatbot
Step 2: Ask questions as you normally would
Step 3: Check whether the answer is correct and useful
Step 4: Give feedback with the thumbs up or thumbs down

Example questions to try
About rules and rights
e 'What are my rights as a student?'
e 'Can | use my phone in class?'
e 'What happens if | am late?'
e 'Where can | submit a complaint?'
e 'What about privacy and my data?'
About your programme and exams
e 'Where can | find the OER for my programme?"'
e 'How can | resit a test?"
e 'What should | do if | disagree with my grade?'
e 'Can you explain how the exam works?'
e '| don’'t understand something about my elective module, can you help?'
Practical questions
e 'How do | request a new student pass?'

Funded by the European Union. Views and opinions expressed are however those of the author(s) only and do not necessarily
reflect those of the European Union or Finnish NA, Opetushallitus. Neither the European Union nor the granting authority can be held responsible for them.

24 Erasmus+ | KA2 - Strategic Partnership | Project no. 2024-1-F101-KA220-VET-000253830 -

Co-funded by
the European Union



Graafschap
' College

IPVET

e 'What laptop do | need?'
¢ 'Where can | get a discount on books?'
e 'Whatis an MBO declaration?'
e 'How do | order my learning materials?'
If you need help
e 'Who can | talk to if something is bothering me?"
e 'How do | contact a confidential advisor?'
e 'l am being bullied, what can | do?'
e 'l am pregnant, where can | go?'
e 'What is the Rainbow Café?’

Extra things to test
Test 1: Ask for the document

If tante Geesje gives an answer, ask: 'Can you send me that document?' or "Where can | find
that?'

Test 2: Ask a question in another language

Try a question in English, German or another language you speak.

Test 3: Ask a question she cannot answer

Ask about your timetable, your grades, or information about the train. See how she responds.
Test 4: Ask the same question in a different way

Ask the same thing again, but with different words. Does she still understand you?

Test 5: Ask about the past

Ask for example: 'What were the house rules in 20217?' and then 'What are the house rules
now?' Do you see a difference?

Your own questions are most important!

Think about: What question did you last have about school? Where were you stuck and did
not know where to look? What would you ask an older student? What information is missing
from MijnGC?

Ask your questions as you normally would. With abbreviations, spoken language or emajis.
Everything goes! That is how we learn how students really talk.
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Appendix D. Feedback Form Tante Geesje

Fill in this form after testing. Thank you for your help!

Date: Programme:

Graafschap
College

1. How many questions did you ask?
e 1-2 questions
e 3-5 questions
e 6-10 questions
e More than 10

2. Did you receive an answer to your questions?

¢ Yes, usually
e Sometimes yes, sometimes no
¢ No, usually not

3. Were the answers easy to understand?

e Yes, clear
e More or less
¢ No, too difficult

4. What did you think of the tone of tante Geesje?

e Friendly

e Too formal / stiff
e Neutral

e Other:

5. Did tante Geesje indicate where the information came from?

e Yes, always
e Sometimes
¢« No

6. What score do you give tante Geesje? (1 = poor, 10 = perfect)
1 2 3 4 5 6 7 8 9 10

7. Would you use tante Geesje again?
e Yes, definitely
e Perhaps
e No
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8. What went well?

©

. What could be better?

10. What question could tante Geesje not answer?

Thank you for filling in this form!
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