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Would an accountant ever tell AI this?



How Microsoft Uses AI-
Moderation for B2B and 
Consumer Research
What works, what doesn’t and what surprised us.
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Solution

The best of both worlds
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“Everybody wants 
insights of 
tomorrow, today”
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Traditional market research…

Time-intensive Limited scopeExpensive
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Evaluating the feasibility of AI-moderated interviews

Do participants like the experience?

Do the results align with interviews conducted by humans?

Where can AI-moderation be applied?

Evaluation Criteria
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9/10 love talking to AI

AI-moderated IDIs:
a viable approach with caveats

Results

Findings were largely consistent
Greater price sensitivity in AI interviews
Need more experiments to validate findings

Interviews were highlight engaging
Asynchronous format allowed for additional reflection
Encouraged a non-judgemental atmosphere

Use this approach when…
You require quantitative data with contextual information
There is a need to be more agile
When your topic is not completely explorative
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Listen’s real-world insights
power decisions across Microsoft

Use Cases

Purchase Journey

Jobs to be Done

Uncover the core jobs driving product adoption 
and customer behavior.
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Qualitative and quantitative
creative testing of Copilot ads 

Case Study

From weeks to hours
300 IDIs full of clear, emotional feedback, each 25 minutes 
long, in <24 hours

Actionable Insights
Customers communicated appreciation for the convenience, 
practicality and accessibility of Copilot

Better Decisions
Listen’s insights helped Microsoft quickly identify the most 
effective ad (Ad F) and how to improve it
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Brand insights from
commercial IT decision makers

Case Study

200 enterprise IT interviews in <1 week

Reduced time from 4-6 weeks to just 40 hours

Commercial business decision-makers were open 
to sharing insightful, actionable feedback

Listen helped Microsoft understand the role and 
ecosystem of PC brands
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Copilot Global Storytelling Project
Case Study

Microsoft interviewed hundreds of customers for its 50th anniversary
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100+ global videos in <24 hours
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Listen helps Microsoft 
turn insights into ROI

Scale
Best of qual & quant

100 user interviews 
conducted in 1 day

Speed
More insights, earlier

<24hr testing time, 
reduced from weeks

Cost
Reduce barriers

33% cost of traditional 
research methods
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AI can miss nuance: sarcasm, 
tone, culture

Some stimuli is too complex or 
contextual

Best for mixed questions, not 
full exploration

Expect system 2 responses

Possibly more honest responses 
to sensitive questions

Structured data with qualitative 
nuance

Rapid insights for the business

Increased scale while lowering 
costs

Factors to consider when utilizing AI-moderated 
interviews

Takeaways

Benefits Pitfalls Considerations





Diana Lim's Video - Jul 19, 2025-VEED.mp4

http://drive.google.com/file/d/1bZeW_Ww45W1YLw9rMlMguXY-M-qDV5g9/view
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Don’t just take our word for it
Listen is trusted by hundreds of industry leaders & innovators
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Thank you!

Alfred Wahlforss
alfred@listenlabs.ai

Romani Patel
romani.patel@microsoft.com
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