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What We Did

Our second evaluation of AI-moderation

Used a more established platform versus first pilot

N=12, completed AI-moderated interviews

Used a journey mapping approach 

Human-moderated focus groups/IDIs to discuss AI experience

Mix of Gen Z, Millennials, Gen X, and Boomers
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Platform Considerations
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Front end logistics

• AI assistant

• Guide writing

• Programming guide

• Testing the guide

• Branching only with closed-ended 

questions
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Backend tools and output

• Can easily download transcripts 

and videos

• Detailed text summary of research 

with citations and links to clips

• Highlighted clip reels of each 

question

• AI interface to help customize and 

refine reporting
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Respondent 
Perceptions/Experience
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How This Experience Was Different 
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Overall impression of AI moderating

Overall reaction is 

generally neutral to very 

positive, with many often 

noting that the experience 

was better than 

expected.
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Overall impression of AI moderating
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There were many positives about the 
experience

• Convenience

• Relevant follow-up 

questions

• Felt like the AI was 

“listening”

• Efficient and stream-lined 

experience

• Gives some time to think 

before answering

• Stays on topic
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There are also some potential pitfalls

Limited follow-up 
questions

Easier to drop from 
discussion versus 
human-moderated 
interview

Repetitive 
questions

Absence of human 
warmth and 

responsiveness
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Pitfalls
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A quick aside …

A chance meeting led 

to some in-field 

adjustments … 

… and improved the 

experience and the 

data quality.
.
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AI vs. Human Moderation

All respondents 

would still be open 

to future AI 

moderation…

maybe more so

All respondents still 

prefer human 

moderation, and…
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Conclusions
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Conclusions

The platform matters – a best-in-

class AI tool makes a difference, as 

does how you use it

AI moderating can get the data you 

need to meet your study objectives…

… but still has its limitations
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Best Practices

Ensure AI-moderation is the right fit

Don’t forget about closed-

ended questions

Set expectations/ 

Explain options.

Give an option for AI to read the 

questions aloud

Let AI do its job

Offer more options 

for the user
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When to leverage AI moderation
When AI could work

• Initial screening  

• Surface-level research

• Concept/Message testing

• CPG testing

• “Lighter” interviews

When AI will not work

• Complex topics (more nuance/detail)

• Complex branching needed

• Want deep or emotional feedback

• Sensitive topics

Participants acknowledge 

AI handles straight-

forward, non-sensitive 

topics well…

But they emphasize 

significant limitations in 

depth, nuance, and 

trust compared to human 

moderation.
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When to use AI moderation
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Best Practices
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Cautions and considerations

• Does it fit the objectives?

• Who is your audience? 

(Consumer research vs. B2B)

• Branded or unbranded 

research?

• How are you 

screening/recruiting?

• Hybrid option?



22

Happy to talk 
more, so feel free 
to reach out!

Amy Rey
amy@zeldisresearch.com

Special thanks to Optima Research for their assistance in this research 
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