
5 Ways Conversation Analytics Goes 
Beyond Speech Analytics

Speech analytics and conversation analytics are often used interchangeably, but they solve different problems. Speech 
analytics flags keywords in a call, while conversation analytics analyzes the full context of what was actually said. Read 

our infographic to dive into 5 ways conversation analytics goes further than speech analytics alone.

Most mature contact centers run speech analytics and conversation analytics together, not as a replacement for one another. 
Contact our team at ChorusCX to learn how conversation analytics can be layered onto your existing QA program.

choruscx.comsales@choruscx.com

Full-Context 
Sentiment 
Analysis
Conversation analytics 
captures sentiment 
and intent across an 
entire interaction, not 
just whether a specific 
word or phrase was 
mentioned.

Real-Time 
Processing
Unlike speech 
analytics, which 
typically reviews 
recorded calls after 
the fact, conversation 
analytics can flag risk 
and opportunity while 
the call is still 
happening.

Root Cause 
Visibility
Conversation analytics 
surfaces why a call 
went well or poorly, 
connecting outcomes 
to specific moments in 
the conversation 
rather than isolated 
keyword hits.

Product and 
Process 
Feedback
Because it analyzes 
full conversations, 
conversation analytics 
regularly surfaces 
product feedback and 
process gaps that a 
keyword search alone 
would miss.

Coaching at 
Scale
Conversation analytics 
gives supervisors 
specific, contextual 
moments to coach 
agents on, instead of 
a list of flagged words 
with no explanation of 
what happened 
around them.


