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Big believer of insights-led decisioning and how AI 
is reshaping all forms of research
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Brands I’ve suppotred on over the years
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Retail & ECommerce Consumer Goods & FMCGMedia & Entertainment Hospitality & Utilities

Pet Food  & Supplies

Rides & Food Delivery

Automotive

Technology & Telco Financial Services

Insurance

Healthcare

Data Centers



What is Zip



I’ve been on my own AI journey past few years
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2022 Early AI adopter 
(ChatGPT, Gemini, 

Co-pilot, Deepseek)

Winner of Hackathon 
mocking up ZipAI 

(using internal survey data)

2023 Embedded ChatGPT & 
multiple AI initiatives across 

Zip US, managed AI Consultant, 
AI Use cases assessment

Preparing AI policies

AI Do’s & Don’ts

GDPR Compliance for AI

AI Safety & Risk assessment

2023 Founding member 
of Zip’s AI Council 

Writing AI blogs 

Digital Twins pilot 

Research Society’s AI Policy 
guidelines

Judging AI papers

Board member, ADMA

Marketing AI Toolkit

Impact of AI on Marketing & 
150+ Marketing roles



Purpose of this presentation

INTRODUCTION

What we’ll explore

● Where AI is showing 
up in Market Research

● What tools and workflows 
currently exist

● Evolving uses of AI and 
AI-driven innovation

What we’re not talking about today

● Basics of AI / Gen AI

● Prompt Engineering 

● Hallucinations

● AI Policy guidelines

● Zip’s AI journey (policy, council, etc)

✅

✅

✅

❌

❌

❌

❌

❌



Understanding AI deployment and practical tips

How can AI take Customer Insights to the Next Level?

Introduction 
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Average lifespan of skills is shrinking <5 years

Some roles seeing it drop to just 2.5 years (ie. Data Analysts and 
Scientists, Software Developers and Engineers, Cybersecurity, 
Digital Marketers, Automation Specialists, Product Managers, etc)*

“AI is not going to take your job. The person 
who uses AI well might take your job.” 

- Netflix CEO Ted Sarandos 

8*Sources BCG, IBM

Getting your team ready for this brave new world 

https://www.bcg.com/publications/2023/reskilling-workforce-for-future
https://www.ibm.com/blogs/ibm-training/skills-transformation-2021-workplace/
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Since 2023, our AI adoption has 100x across the business

AI Council 

AI Usage Policy 

AI training 

AI Slack channels

AI newsletter

AI Champions

AI themed 
Hackathon

AI Innovation & 
Learning Day with AI in action 

work hours



Be careful of the noise

How can AI take Customer Insights to the Next Level? 10



Google (Alphabet Inc)
● Google AI
● DeepMind
● TensorFlow
● VertexAI

Microsoft
● Copilot
● Azure AI
● Cognitive Services

Amazon
● Alexa AI
● BedRock
● SageMaker
● AlexaAI

xAI
● Grok

Meta (Facebook)
● LLaMA
● FAIR
● PyTorch
● Emu (image/video)

It’s impossible to be on top of tech platforms and 
latest AI apps & innovations 

Apple
● Apple Intelligence
● Siri

NVIDIA
● CUDA
● DGX
● Omniverse
● Clara
● NIM

OpenAI
● ChatGPT 5
● DALL-E
● Sora
● DeepResearch

Salesforce
● Einstein
● Tableau AI
● Slack AI
● Mulesoft AI

Alibaba
● Qwen
● DAMO Academy 

ET Brain
● Cloud AI

Tencent
● Hunyuan model
● Tencent AI Lab
● WeChat AI
● YouTu Lab

Huawei
● Pangu models
● HiAI
● Ascend AI chips

Adobe
● Firefly
● Adobe Sensei 

Creative Cloud AI
Intel

● Intel AI
● Nervana
● Movidius
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Anthropic
● Claude 3 family

Baidu
● Ernie Bot
● Baidu Brain
● DuerOS

Oracle
● Oracle AI
● OCI Generative AI

Perplexity
● AI search & 

research assistant
SAP

● Business AI
● SAP AI

Zoom
● AI Companion



Every platform is investing in AI
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Every newsletter, every news channel talks 
about AI
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AI adoption will follow the Perez curve

Courtesy of Tom Goodwin’s presentation on Future of Marketing isn’t automated by Tom Goodwin, Futurist (ADMA Global Forum, Sep’25)
The term "Perez curve" most commonly refers to Carlota Perez's S-curve model of technological diffusion and financial cycles, which describes how technological revolutions 
unfold in phases: installation, a crisis, and deployment.

We are 
here

We are 
here

Introduce it in our lives
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Where are you on your AI journey?

15Source: AI generated image using ChatGPT



16How can AI take Customer Insights to the Next Level?

Current AI Applications
in Market Research



Data analytics & 
interpretation

Conduct sentiment analysis on 
research and reviews

Document summarization

Summarize qualitative 
research, open ended text

Support with report writing

Idea & concept generation

Convert ideas into concepts

Generate innovative new ideas 
and features

Message testing

Name generation 

Utilise for brainstorming

Ad hoc applications

Content creation

Extract new insights by mining 
multiple past research

Suggest Design 
enhancements

Thought leadership reports

Trends analysis
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✋ ✋✋ ✋✋✋

Source: Various

Standard applications

Current AI in MR



Newer applications

Increasing sample sizes for 
niche target groups “sample 
boosting”

✋

Asking additional questions to 
an already completed survey, 
filling the answers with 
synthetic responses

Turning incomplete 
responses into ‘completes’ by 
adding in synthetic data

Replacing human 
respondents entirely in 
certain types of projects

With 80% of 
researchers now 
using AI (up 24% 
year-over-year)*

The challenge isn't 
finding tools, it's 
finding the right 
ones.

Source: 2025 State of User Research report on UserTesting blog

Newer AI applications  
in MR

https://www.userinterviews.com/state-of-user-research-report
https://www.userinterviews.com/blog/ai-ux-research-tools?utm_campaign=Fresh%20Views&utm_medium=email&_hsenc=p2ANqtz-8ZRaYZQJw1ddJOGUCjR28WlXAo2Ub4c6MqSR_vGA2YUEDiLUSSjMr6fcurpcDeb-WtlKzuGsMVS-yOvhtpYN1leVz9qA&_hsmi=400357983&utm_content=400360574&utm_source=hs_email


Intelligent follow up questions uncovers layers of 
valuable information

Source: Themes, Toplnes and Summaries 
Guide: https://www.qualtrics.com/support/survey-platform/survey-module/editing-questions/question-types-guide/standard-content/text-entry/#ConversationalFeedback 

Conversational Feedback
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Current AI in MR

https://www.qualtrics.com/support/survey-platform/survey-module/editing-questions/question-types-guide/standard-content/text-entry/#ConversationalFeedback


AI-powered adaptive 
surveys to personalise 
questions in real time
● Adapting questioning since no two people are the same!

● The AI will ask a relevant follow-up question, 
so they share more.

● Ideal for large-scale CX/CSAT/CES studies, NPS, 
Product feedback loops

Current AI in MR

Source: Typeform.ai 20

Current AI in MR



Insights Explorer 

● Allows you to auto generate learnings from a live 
survey

● Get Topline learnings, 2-3 Headlines or Concise 
Summaries in a few minutes

Source: Themes, Toplnes and Summaries 
Guide: https://www.qualtrics.com/support/common-use-case/analyzing-results/insight-explorer/
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Current AI in MR



Research Hub

● Allows you to access past survey content that’s been generated 
from 100-500 surveys in a few clicks

● Decentralize and democratize research & insights across the 
business - across all levels 

Source: Themes, Toplnes and Summaries 
Guide: https://www.qualtrics.com/support/common-use-case/analyzing-results/insight-explorer/

Current AI in MR



Then there is survey creation and improving questions 
voice & tone

Source: Surveysparrow

Create Finesse

23

Current AI in MR



Transforming customer 
feedback with 
AI-powered analytics

Sources: Thematic 24

● Analyze surveys, chats, reviews and support tickets 

● No need to spend hours coding - AI automatically tags 
themes and sentiment in text feedback and links them to 
metrics like NPS and CSAT

● They score all of a company's unstructured data (e.g., 
survey verbatims, online reviews, social media, emails, 
chats, calls, etc.) with a traditional CX Metric (e.g., NPS, 
CSAT, CES) or a custom CX or Brand Metric (e.g., innovation, 
reliability, frustration) without having to ask the question 
(e.g. How likely are you to recommend...) with a very high 
level of accuracy.  This frees companies up from having too 
many surveys, too many questions in an environment of 
low response rates.

● Ability to query the data and predict what customers will 
do next

24

Current AI in MR



Transforming customer 
feedback with 
AI-powered analytics

Sources: Kapiche 25

● Kapiche’s AI-powered feedback analytics automates 
customer feedback analysis, giving quick insights

● Automatically understand what your customers are saying 
and how it impacts your VoC metrics

● Runs 24/7, tracking themes as they evolve and alerting 
your team to emerging trends

25

Current AI in MR



Interact with 
customers using 
digital twins
● Chat with the personas generated and ask them about 

anything you would like to know from your customers 
- interact via dashboard

● Empower your entire team and your client teams to make 
customer centric decisions by asking questions to customer 
virtual twins

Source: Various 26

🔎 CINT survey shared in Women in Research (WIRE) presentation in Mar’25: 
Speaking with ~200 researchers, on average, 12% have used Synthetic Data in specific use cases

Current AI in MR



Intelligent Personas allows 
research to unlock tons of 
use cases across the 
business

Source: Verve 27

● Reaching a hard to reach niche audience (ie. UBS simulate high 
net worth individuals)

● Creative and Copy testing (ie. William Grant conducting a 
co-creation exercise to test and refine ideas in real time)

● Access your ‘intelligent personas’ 24/7 and get unbiased 
responses, also great for democratising knowledge across the 
business

Current AI in MR



Digital twins can take you from insights to impact
to innovation 

Simulate customer feedback and 
generate new product ideas

Generate an advertisement - then use 
Digital twins to test it again!

Create prototypes

Generate ad creative

Source: Go Native AI 28

Current AI in MR



AI driven QuantQual 
is turning qual into 
statistical gold
● You no longer need to choose between qualitative 

and quantitative research

● No need to conduct additional Qual or follow up quant studies

● AI that connects the dots between open-ends and impact 
- it uses AI to automatically cluster and quantify open-ended 
responses, showing researchers exactly which ideas drive 
metrics like NPS or purchase intent

Source: GroupSolver QuantQual 29

Current AI in MR



AI-led Segment &  
Pen Portrait generation

● Use AI to generate Customer personas, Website visitor 
personas, Social Personas, Competitor Personas, Employee 
Personas

● Achieved using a mix of,

○ Internal data (Customer surveys, Interviews, Focus 
groups, CRM information, Social analytics data, 
Call logs, Emails, Website and in-app data) 

○ External data (Social media, reviews, Forums, 
Online communities, Third-party websites)

Source: ChatGPT

We’re not talking 
about ChatGPT!

30

Current AI in MR



31Source: Delve 31

https://www.delve.ai/


AI Tools also help generate detailed customer journeys, 
by segment 

Source: Delve

https://www.delve.ai/


AI-tool generates 100s 
of new ideas using 
survey data in one go

Current AI in MR

Source: 

● It ranks these by potential, and 
provides details on each new idea

● It also provides information on use 
cases and its’ target audience

● Ideal for companies with Innovation 
Labs

33

Current AI in MR



AI-powered 
Advertising Testing

Source: Creative|Spark AI

● AI predicting which ads will perform best 
using a mix of average face duration, text 
& speech, tight framing or focus, brand 
on-screen %time, etc

● Help understand at what points of 
the ad evoke attention and emotion

● Useful for smaller brands with lower 
budgets, or for low priority markets 

● Results in 15 mins

34

Current AI in MR



AI-powered CSAT 
by analysing support 
tickets

Source: Tether

● Get automated CSAT scores based on 
customer interactions with your customer 
support team

● Measure satisfaction by analysing the 
customer support contact (email, chat, voice) 
in context

● Get a satisfied, dissatisfied, or neutral 
CSAT score for every customer conversation. 
Eliminate survey bias and increase your sample 
size to 100%.

35

Current AI in MR



AI transcribing CSAT or interviews whilst identifying 
themes

Source: Loris.ai, Phebe.aii (voice), Trint, Veritone 36

Current AI in MR



Research reports in 
minutes with ChatGPT’s 
Deep Research tool

Source: OpenAI, Perplexity 37

● ChatGPT’s new Deep Research agent conducts hours of 
in-depth research and analysis in a fraction of the time

● Deep Research autonomously browses the web, Analyzes 
sources and delivers a detailed, cited report in under 25 
minutes

● Can be used for deep dives on market trends, consumer 
insights, competitor analysis and more

● Other LLMs like Gemini and Perplexity also offer Deep 
Research functionality

Current AI in MR
Produce a clear, evidence-based analysis of Walmart Connect - its business model, product 
suite, differentiation, and brand outcomes, synthesized for marketing, media, and 
commercial leaders.

Key Outputs
● Executive Summary (1 page): What Walmart Connect is, how it makes money, why 

brands should care, top 5 takeaways.
● Business Model Map: Revenue streams, pricing/logic (e.g., CPC/CPM/CPA, managed vs. 

self-serve, platform & data fees), margins, partner ecosystem.
● Product & Channel Inventory: On-site, off-site, in-app, in-store/DOOH/CTV, retail search, 

display, video, shoppable formats, measurement & data products.
● Brand Value Proof: Targeting capabilities, closed-loop attribution, incrementality, 

omnichannel measurement, retail data advantages, case studies with quantified lift.
● Competitive Benchmark: Compare vs. Amazon Ads, Target Roundel, Kroger Precision 

Marketing (84.51°), Instacart Ads, and The Trade Desk retail offerings.
● Go-to-Market Guidance: When to use it, for which objectives, recommended budgets, 

KPIs, pitfalls, and a 90-day pilot plan.

Research Questions
● What are Walmart Connect’s primary revenue streams? (media spend take-rates, 

self-serve vs. managed service, data/insights products, partner fees)
● How do auction mechanics and pricing work across search vs. display vs. video vs. 

in-store screens?
● What is the role of The Trade Desk (DSP) and other API partners? How is off-site media 

powered and measured?
● What is the relationship between Walmart Connect (media) and Walmart Luminate 

(insights)? Where do they intersect for brands?
● What outcomes can brands expect by funnel stage? (awareness, consideration, 

conversion, loyalty)
● Typical performance ranges: ROAS, sales lift %, new-to-brand %, store-level halo, basket 

expansion (request published ranges and case studies).
● Omnichannel: how online ads drive offline sales; examples by category (CPG, OTC, 

beauty, electronics, seasonal).
        ….



OpenAI Pilot
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Evolving Applications of AI
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AI powered focus 
groups at scale

Source: Remesh.ai 39

Evolving Applications

● Imagine being able to replicate the depth of focus groups 
with the scale of quant

● Use AI to recruit and run live, unmoderated conversations 
with hundreds of participants at once

● AI handles real-time language translation, theme 
detection and summaries - delivering insights in days,  not 
weeks

● Ask open-ended or poll-style questions and instantly see 
what resonates - with themes and sentiment visualised as 
the conversation unfolds

https://docs.google.com/file/d/1rNzVrlJ0avb73eeKfj1jijpXZTR9RnLY/preview


AI scraping on 
websites, reviews 
and social media
● Detect and Analyze more than 30,000 brand logos across 

visual media on the internet - 24/7, in seconds 

● Monitor product placement, competitor placement and 
Analyze sentiment across multiple channels 

● Extract and Analyze relevant text from online audio 
content and podcasts -  to provide deeper insight into 
brand mentions and discussions

● Track online conversations about your brand and 
competitors across in 187 languages across 150+ million 
websites, 30 social networks, blogs & forums, news, 
print & broadcast, reviews, podcasts and more

Evolving Applications

Source: TalkWalker by Hootsuite, Sprinklr, BrandWatch, SimilarWeb 40

https://www.hootsuite.com/platform/listening


AI-driven UX research to support analysis and reporting
Instant summarisation, sentiment 
analysis and insights extraction with 
automated topic tagging

Evolving Applications

Source: ResearchStudio 41

Widgets to build user personas, jobs to be 
done, user journey map and user stories

Present your canvas in a customisable 
presentation



Automated Concept 
Testing

Current Ai in MR

Source: Heatseeker (1-cost efficiency, 2-improve campaign, 3-investment) 42

● Run live market experiments on social media that 
reveal true customer preferences, pinpointing 
‘potential customer persona’ for each ad

● Low cost, set up <30 minutes, results within 7 days

● Provide an AI tool based on insights from all 
experiments that allows to speak to AI personas as 
part of the Heatseeker platform 

10,000    344  44

https://docs.google.com/file/d/1Bjmvn7jQEAJ4CHPkfXl1-PfcTmZSrE2S/preview


Turn your own research 
findings into 
AI-powered reports

Source: Upword, Wordsmith, Plus AI, OpenAI, Perplexity, Claude, Gamma.ai, Canva 43

Evolving Applications

● Tools like Upword, Wordsmith and Plus AI automate the 
process of turning research findings into polished reports 
and presentations

● Extract key insights and transform structured data, charts, 
tables and dashboards into written narratives or 
presentations 

● LLMs like ChatGPT, Perplexity and Claude can also 
generate outlines, summaries and narratives from raw 
notes to draft report structures 

● Gamma.ai and ‘Canva’s Magic Design for presentation’ are 
also worth looking into!



AI to predict world events by simulating how -
entire populations will think and behave

● Configure impact of hypothetical news, information, and stories to measure the impact of events that haven’t yet happened!

Source: Aaru
44

Evolving Applications

Their model enables 
message testing, 
concept evaluation and 
more without 
traditional research 
methods.

Simulate audiences like 
C-suite executives, 
federal organisations 
and unique customer 
segments

Aaru’s “Dynamo” model 
recreates the world for 
political simulations

It models audiences 
using hundreds of 
demographic, 
psychographic and 
cognitive traits 
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Post presentation activity:

If you had to pick one 
AI-powered tool to embed 

in your work tomorrow, 
what would it be?

The future of insights 
isn’t just faster or 

cheaper. It’s smarter. 
And it starts with how 

you use AI today!



Thank you

Sonny Sethi
sonny.sethi@zip.co
(+61) 405 028 953

DM me to 
get this 

pack→

mailto:sonny.sethi@zip.co


No actors.
No crew.
No casting agents.
No lighting tech.
No post producers.
No camera hire.
No sound designers.
No prop buyers.
No location scouts.
No equipment insurance.
No unions.
No catering.

Just a few words in a text box
and an AI tool that’s getting better 
at pretending.

AI Video generation

Evolving Applications

http://www.youtube.com/watch?v=2zDeXGfmWR0&t=1518


Further examples of,

● Text to video generation 
● Image to video generation 

AI Video generation

Evolving Applications

http://www.youtube.com/watch?v=jrFb9FQVVP8

