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1. Overview

Call Recording Conversation Analytics helps you understand what happened in customer 

conversations and why it happened - so you can coach teams, improve customer experience, and 

spot risks or revenue opportunities faster.

Depending on your deployment and enabled channels, a “conversation” may include:

voice calls (with transcripts),

chats,

emails,

tickets/threads.

Conversation Analytics turns these conversations into searchable and reportable insights, such as:

summaries and key moments,

sentiment and topics,

call/conversation reason and outcome,

customer experience metrics (for example CSAT, NPS, NES),

sales insights (for example objections and next actions),

quality evaluations (Auto QA),

operational metrics (for example, churn risk, compliance).

Most insights include both: - a structured value (score, category, date, etc.), and - a short 

explanation that helps humans understand why the AI produced that value.

Start with CR Conversation Analytics (AI) 101for explanations of transcripts/threads, Custom 

Fields, AI Tasks, Auto QA, reports, dashboards, and more.

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

New to the concepts?
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1.1 Who this guide is for

This guide is for day-to-day users, including:

1.2 What you will learn

You will learn how to:

open a conversation and read the transcript/thread,

understand insight values and explanations,

use dashboards and drilldowns to find patterns,

search and filter conversations by insight values (for example “CSAT < 3”),

follow common workflows (low CSAT review, top issues, sales coaching, Auto QA).

1.3 What this guide does not cover

This guide does not cover the system configuration, such as:

enabling transcription,

activating insights, like summaries, topics, sentiment,

enabling/configuring AI Tasks or prompts,

creating Custom Fields,

setting filters for AI Tasks,

tuning and testing AI Tasks,

creating dashboards or reports.

For Administration/configuration topics, see CR: Conversation Analytics (AI) Admin Guide.

• supervisors and team leads

Call QA reviewers•
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2. Getting Started

If you’re new to Conversation Analytics, this page shows a quick “first session” path to get value

right away.

2.1 10-minute quick start

1. Start with a dashboard

Open the Dashboards area.

Choose a dashboard your organization uses regularly (for example: CSAT, Top Issues, Auto QA).

Set a time range (for example: last 7 days).

Figure: CSAT Dashboard showing search bar, score distribution, trend over time, and per-user

breakdown. Click any bucket to view matching conversations.

1. 

2. 

3. 
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What to look for

Trends over time (up/down changes).

Distribution “buckets” (for example: satisfied vs dissatisfied).

Spikes in negative sentiment, escalations, or specific topics.

2. Drill down to the underlying conversations

Many dashboards support drilldowns.

Click a bucket (for example: Dissatisfied).

You should land on a filtered list of conversations that match that bucket.

The list shows key insights as columns (for example, Call Reason, Outcome, CSAT score). 

Note: The displayed columns depend on your configuration. Contact your admin if you don't see

the expected columns.

Figure: Dashboard "Calls" tab shown after drilldown from the CSAT Dashboard. It displays a filtered list

of conversations matching the selected bucket.

3. Refine with Search

Use Search to narrow down patterns. Examples: - “CSAT < 3 AND Topic = Billing” - “Competitor

Mentioned AND Deal Stage = Negotiation” - “Auto QA score < 80 AND Escalation Reason present”

4. Open a conversation and review the insights

Open one conversation from the list by clicking the row

• 

• 

• 

1. 

2. 

3. 

1. 
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Review the summary, sentiment and key insights inline.

For more call details, click "Open in new window" or "More details" to see the full transcript/

thread view.

5. Open the full call details (if needed)

Click Open in new window or More details to see the full details and insights.

Click Transcript tab to see the full transcript.

2. 

3. 

1. 

2. 
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Click Analytics tab to see the AI insights.

Depending on your configuration, you may see:

CX metrics (CSAT, NPS, NES),

Call Reason and Outcome,

Sales insights (dollar amount, loss reason, objections and coaching tips),

Topics,

Custom metrics, like hotel room reservation detrails.

6. Build reports

Open the Reports area.

Create a new report or open an existing one.

Set filters and groupings to analyze the data.

Export the report as needed (PDF, Excel, etc.).

Schedule regular report delivery to your email, if necessary.

3. 

• 

• 

• 

• 

• 
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2. 

3. 

4. 

5. 
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Figure: Example report showing Call Reason breakdown by Outcome.

2.2 Recommended habits (small things that help a lot)

Read the explanation before you judge the score. It often points to specific moments in the

transcript/thread.

Use drilldowns instead of random sampling. You’ll find patterns faster.

Look for consistency. One bad call is an outlier; a bucket trend is a process problem.

• 

• 

• 
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3. Using Conversation Analytics

3.1 Find and Open Conversations

This chapter explains how to find the right conversations to review - by time period, agent/team,

and AI insights.

Start from the conversation list

Most day-to-day work begins in the conversation list.

Common things you can do from the list:

change the time range,

filter by agent/team, call atrributes and key metrics (for example Call Reason, CSAT),

open a conversation to review details.

Filters you will use most often

Time range

Use time ranges to avoid misleading conclusions.

For coaching: last 7–14 days

For trend review: last 30–90 days

For incident review: a specific date range

• 

• 

• 

• 

• 

• 

CR: Conversation Analytics (AI) 101 User Guide

GoMomentum.com/Support 10 888.538.3960



Ownership and routing

Depending on your deployment, you may be able to filter by:

agent (references in UI as "user")

team (references in UI as "group")

call direction

Call Reason

AI insight filters (if enabled)

AI insights usually appear as filters (often under “Custom Fields”, “Metrics”, or “Insights”).

Examples:

CSAT < 3

Sentiment = Negative

Call Reason = Cancellation

Call Outcome = Escallation

Competitor Mentioned = Yes

Open a conversation

From the list, click a conversation row.

Review key metadata (participants, time, agent) inline.

• 

• 

• 

• 

• 

• 

• 

• 

• 

1. 

2. 
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Navigate to the call details by clicking "Open in new window" or "More details" buttons.3.
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3.2 Conversation Details

The Conversation Details page is where you review a single conversation end-to-end:

metadata (time, participants, agent/team),

transcript,

conversation summary,

AI insights.

What you’ll typically see

In the conversation details page, you can see:

Audio player

Call metadata (date/time, participants, duration, etc.)

Call Summary

Sentiment score

Full transcript

AI insights (for example, Call Reason, Outcome, CSAT)

QA scores (if Auto QA is enabled)

Notes and comments

A recommended review approach

For effective review of the conversation, check these key areas first:

Call Summary. Most of the time, the summary gives sufficient information about the call,

without needing to listen to it or read the full transcript.

Sentiment score. Read the explanation to understand why the AI assigned that score.

Call Reason and Outcome. They provide information of the reason for the call and how it ended.

Other AI Insights relevant to your workflow (for example, CSAT, NPS, Sales Lost Reason,

Objections).

If you need more context, skim the transcript and/or listen to the audio recording.

• 

• 

• 

• 

• 
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Use the Call Summary and Sentiment explanation to quickly understand the call context and

emotional tone before diving into details. 

Listen to the audio as a last resort, when you need to validate specific points or gather additional

context not captured in the transcript.

Call Summary

The AI-generated Call Summary provides a concise overview of the conversation, highlighting key

points and topics discussed.

With one glance, you can understand the main themes of the call without going through the entire

transcript.

It is shown on the "Call Details" tab.

Note: The format and content of the Call Summary may vary based on your organization's

configuration.

Sentiment info

The sentiment score section indicates the overall emotional tone of the conversation, ranging from

negative to positive.

Besides a numerical score (from -100 to +100), it includes a detailed explanation that influenced the

score.

Pro tip
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AI insights

Open Analytics tab to see all the AI-generated insights for the conversation.

Note: The list of available AI insights depends on your organization's configuration and call type.
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Key insights to review include:

Call Reason and Outcome: Understand why the customer contacted support, and how the

interaction concluded.

CX metrics: Key customer experience indicators, such as CSAT, NPS or NES.

Sales metrics: Sales-related insights, such as Lead Score, Dollar Amount, Sales Lost Reason,

Objections handling.

Topics: Main subjects discussed during the call.

• 

• 

• 

• 
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Custom metrics: Any organization-specific insights, such as Reservation Details.

Transcript

Open Transcript tab to see the full transcript.

From this tab, you can:

Click in the transcript to fast-forward the audio player to that moment in the conversation,

Download a transcript as a text, if you have permissions

Select the text in the transcript to add the inline comments or annotations, if necessary:

• 

• 

• 
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Audio player

The audio player is shown at the top of the Call Details page.

Tips when listening to the audio:

Open the Transcript tab when listening to the audio. The transcript highlights the spoken words

in real-time.

When scanning the transcript, click any part to jump the audio player to that moment in the call.

You can increase speed of audio playback (for example, 1.25x or 1.5x) to save time.

You can download the audio file, if you have permissions.

Notes and comments

Open Notes tab to see the existing notes or add your own notes.

• 

• 

• 

• 
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3.3 Understand Insights and Explanations

AI insights in Call Recording typically include two parts:

1) a value (score/category/date/text), and

2) an explanation (short rationale referencing what happened in the conversation).

The value powers dashboards and search. The explanation helps humans quickly validate and act

on the result.

Common insight types

Scores (numeric)

Examples:

CSAT 1–5

NPS (detractor/passive/promoter or 0–10, depending on your configuration)

QA score (0–100)

How to interpret:

Scores are useful for trends and filtering.

They’re not “facts”—they are inferred from the conversation content.

• 

• 

• 

• 

• 
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Categories (single-select)

Examples:

Sentiment: Positive / Neutral / Negative

Outcome: Resolved / Unresolved

Lead Stage: Discovery / Negotiation / Closed

How to interpret:

Category labels come from your organization’s definitions.

If the category doesn’t match your expectation, check whether the transcript has enough

evidence.

Multiple labels (multi-select)

Examples:

Topics: Billing, Cancellation, Product issue

Sales objections: Price, Competitor, Timing

How to interpret:

Multi-label insights can reflect multiple segments of the conversation.

Explanations should clarify why each label was selected (depending on configuration).

Extracted entities (text/date/amount)

Examples:

Reservation start date

Deal dollar amount

Competitor name

Next action text

How to interpret:

Entity extraction depends heavily on transcript/thread quality.

Confirm with the transcript if precision matters.

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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How to read explanations

When you review an insight:

Read the explanation.

Find the referenced moment in the transcript/thread.

Decide whether the value is “good enough” for the intended use (coaching, QA, reporting).

Tip: Explanations are designed to reduce “black box” frustration. Use them first—before escalating

a “wrong score” issue.

Handling ambiguity

Sometimes the conversation doesn’t contain enough evidence to confidently assign a value:

the call is too short,

the call is being transferred to another department and the outcome is unknown.

In these cases, your organization may:

assign a neutral score/category,

use an “Unknown / Not enough evidence” bucket (if configured),

rely more on explanation than on the value.

What to do if you disagree with an insight

If the explanation is clearly inconsistent with the transcript, capture:

the conversation link/ID,

the insight value,

the part of the transcript that contradicts it.

Share it with your admin team. They may tune:

prompt definitions,

filters (exclude short calls),

or thresholds/buckets.

1. 

2. 

3. 
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4. Dashboards

4.1 Dashboards

Dashboards help you spot patterns across many conversations—fast:

trending changes over time,

distributions (buckets),

comparisons across agents/teams.

Dashboards in Call Recording are pre-configured visual summaries of key metrics and 

insights, designed for quick overviews and trend analysis.

For detailed, customizable data analysis and export, user the Reporting functionality.

• 

• 

• 

Dashboards vs Reports
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Common dashboard parts

Time range

Allows you to set the time window for the data shown in the dashboard.

KPI metrics and distibution buckets

Examples:

average score,

disbution of scores into buckets (for example: Satisfied, Neutral, Dissatisfied).

Buckets are often clickable:

click a bucket → jump to the list of conversations in that bucket.

Trends over time

Trends show whether a metric is improving or worsening.

Breakdown by Topic and Agent (user)

Breakdowns help you compare performance across different dimensions, such as:

Conversation Topics,

Agents (users).

• 

• 

• 

• 

• 
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4.2 Search and Filters

Search lets you move from “I think something is happening” to “Here are the exact conversations”.

Search is available in the following modules:

Conversation list,

Dashboards,

Reports.

Figure: Conversation list with search filters applied.

Common search patterns

Find dissatisfied conversations (CSAT < 3)

Example query:

CSAT less than 3 

Then optionally add:

Call Reason = [specific reason],

Call Direction = Inbound,

Agent = [specific agent].

• 

• 

• 

• 

• 

• 

• 
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Find conversations about a specific issue

Example query:

Topic contains “Cancellation”

Sentiment = Negative

Find sales risk conversations

Example query:

Competitor mentioned = Yes

Lead stage = Negotiation

Sales lost reason is present

Find QA failures (Auto QA)

Example query:

QA score < 80

Question “Verification” = Failed

• 

• 

• 

• 

• 

• 

• 
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5. Workflow Examples

5.1 Investigate Low CSAT and Detractors

This workflow helps you move from “CSAT dropped” to “here’s what caused it and what to fix.”

Goal

Identify the drivers of dissatisfied conversations and take action (coaching, process improvements,

escalation handling).

Step-by-step workflow

1) Start with the CSAT dashboard

Set a time range (for example last 7 or 30 days).

Look for:

an increase in “Dissatisfied” buckets,

a downward trend in average CSAT.

2) Drill down to dissatisfied conversations

Click the bucket (for example CSAT ≤ 2).

You should land on a list of matching conversations.

3) Review a sample (5–10 conversations)

For each conversation:

Open the conversation details.

Review the CSAT value and explanation.

Confirm the evidence in the transcript/thread.

• 

• 

• 

• 

• 

• 

1. 

2. 

3. 
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4) Categorize root causes

Create a simple tally while sampling:

long hold/transfer loops,

unresolved issue,

policy limitation,

agent empathy/communication issue,

product defect/outage,

billing/price confusion,

other recurring topics.

5) Take action

Examples:

coaching: share 2–3 examples with the agent/team lead

process: update scripts or knowledge base

escalation: flag a product/policy issue for leadership

monitoring: create a saved view for “CSAT ≤ 2” and review weekly

Tips for higher-quality CSAT reviews

Don’t overreact to a single call—look for patterns.

If calls are very short, CSAT may be less reliable. Use explanations to confirm.

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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Example: CSAT Dashboard drilldown

Figure: Start from the CSAT Dashboard and click a bucket (e.g., "Dissatisfied") to drill down to

matching conversations.

Tip: Use the Notes feature on individual conversations to track your findings and coaching

actions.
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5.2 Identify Top Issues and Escalations

This workflow helps you identify the most common customer issues and understand why

escalations occur.

Goal

Answer questions like:

What are customers contacting us about most often?

Which issues drive escalations or dissatisfaction?

Where should we focus coaching or process changes?

Step-by-step workflow

1) Start with Topics or “Top Issues” dashboards (if available)

Choose a relevant time range (30–90 days is often useful).

Identify:

top recurring topics/issues,

topics trending upward,

topics correlated with low CSAT or negative sentiment.

2) Drill down into a specific issue

Click the topic/issue bucket to see the underlying conversations.

Sample 5–10 conversations.

3) Review explanations to understand drivers

For each conversation, look for:

what triggered the issue,

whether the issue was resolved,

whether the customer’s expectation matched the outcome.

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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4) Add escalation analysis (if enabled)

If your org tracks escalation reasons:

filter to conversations with “Escalation Reason is present”

group by escalation reason

drill down and identify patterns (policy limits, long wait, missing info, etc.)

5) Take action

Common actions:

update knowledge base and scripts

coach on handling common objections or policy explanations

fix product/process issues driving repeated contacts

adjust routing/triage rules (if applicable)

Figure: Topics dashboard showing distribution of conversation topics.

• 

• 

• 

• 

• 

• 

• 
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5.3 Sales Coaching (Objections, Competitors, Next Actions)

Conversation Analytics can help sales teams review calls faster and coach with evidence:

what objections were raised,

which competitors were mentioned,

what next actions were agreed,

whether urgency was present,

why deals were lost (when captured).

Goal

Improve win rates and consistency by focusing coaching on real customer signals.

Step-by-step workflow

1) Start with a sales-focused dashboard or saved view

Common starting points:

“Competitors mentioned this week”

“Top objections (last 30 days)”

“High-value deals with negative signals”

2) Filter to a segment you care about

Examples:

lead stage = negotiation

deal amount > threshold

lead score < target

competitor mentioned = yes

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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3) Review a sample of conversations

For each conversation:

Read the summary (if available).

Review objection/competitor/next-action insights.

Read explanations and validate key moments in the transcript.

4) Coach on patterns, not one-offs

Look for repeated patterns such as:

weak discovery questions,

missed urgency signals,

poor competitor handling,

unclear next steps.

5) Turn findings into playbooks

Update objection handling scripts.

Create example clips/transcript excerpts (if your org supports sharing).

Define “good next actions” and reinforce in training.

1. 

2. 

3. 

• 

• 

• 

• 

• 

• 
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Figure: Lead Score dashboard showing score distribution and trend.

CR: Conversation Analytics (AI) 101 User Guide

GoMomentum.com/Support 33 888.538.3960



5.4 Quality Reviews with Auto QA

Auto QA helps QA teams review more conversations by scoring them against a QA scorecard

(sections and questions).

Goal

Use Auto QA to:

find low-scoring conversations quickly,

understand which questions are failing most often,

coach teams using consistent criteria.

Step-by-step workflow

1) Start with the QA dashboard (if available)

Set a time range (last 7–30 days).

Identify:

average QA score trend,

distribution of scores,

any spikes in failures.

2) Drill down to low-scoring conversations

Click the low-score bucket (for example “QA < 80”).

Review a sample set of conversations.

3) Review question-level details

In each conversation:

review the overall QA score,

review section/question outcomes (pass/fail/score),

read explanations for why a question was scored that way (if shown),

validate against transcript/thread.

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 

• 
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4) Identify systemic issues

Look for recurring failures such as:

missing verification steps,

missing disclosures,

improper closing,

policy or compliance misses.

5) Coach and track improvements

share examples with team leads,

update coaching materials,

watch trend changes over time.

Auto QA results view

Auto QA results are displayed on the QA tab in conversation details, showing:

Overall QA score

Section-by-section breakdown

Question-level pass/fail results with explanations

Figure: Auto QA report showing scorecard results alongside the conversation transcript.

• 

• 

• 

• 

• 
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Providing feedback

If you disagree with an Auto QA result, you can provide feedback:

Figure: Feedback option to flag incorrect Auto QA results for review.
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6. FAQ and Troubleshooting

6.1 FAQ

What is an “AI insight” in Call Recording?

An AI insight is a structured piece of information extracted from a conversation transcript/thread

(for example: summary, sentiment, topic, CSAT). Many insights also include a short explanation to

support human review.

Why do I see an explanation?

Explanations are designed to make AI output more transparent. They help you confirm why the AI

assigned a value and find supporting evidence in the transcript/thread.

Can I change how the AI works?

Most users cannot. Changes to prompts, filters, and enabled insights are handled by your

organization’s administrators. See the Conversation Analytics – Administration Guide.

Why does a score not match what I personally think?

AI insights are inferred from conversation content and can be affected by:

transcript quality,

limited evidence (short conversations),

your organization’s scoring definitions,

changes in prompts or thresholds over time.

Use the explanation and transcript evidence as your first check.

Why can't I see certain dashboards or fields?

Access is usually controlled by role/permissions. If you believe you should have access, contact 
your Call Recording administrator.

• 

• 

• 

• 
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6.2 Why Data Might Be Missing

If you don’t see insights (or dashboards look empty), it usually means one of these conditions is

true.

Quick checks (start here)

Check the time range.

Dashboards and lists often default to a recent window.

Check filters.

You may have filters applied (agent/team/channel) that exclude the data you expect.

Open multiple conversations.

If only one conversation is missing insights, it may be a content/quality issue.

Common reasons insights are missing

1) No transcript/thread available

For calls, AI insights require a transcript. If transcription failed or is not enabled, insights may not

run.

2) Processing delay

Insights are often generated by background processing and may not appear immediately after a

conversation ends.

3) The insight is not enabled for your organization

Some insights are optional and must be enabled by an administrator.

4) Eligibility filters exclude the conversation

Admins can set filters for insights (for example: only inbound calls longer than 15 seconds). If a

conversation doesn’t match, it won’t be analyzed.

1. 

1. 

1. 
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5) Permissions/visibility restrictions

Your role may not allow you to view certain fields, dashboards, or conversation details.

What to do next

If one conversation is missing insights: review transcript quality and length.

If many conversations are missing insights: contact your administrator with:

example conversation IDs/links,

date range,

which insight(s) are missing.

Your admin can check:

whether the relevant AI Tasks are enabled,

whether filters are excluding conversations,

whether processing is healthy.

• 

• 

• 

• 

• 

• 

• 

• 
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