Confidence Calls - v degr
by Category, Sub-category and Topic

Claéms Processing
Sales Support —,

Confidence % by Category and Sub-category

6%

5%
: l -

o |
%

4%

Category

1% Customer Service M Policy Man.

. . Confidence % 1% W Customer 5.
W Sales Supp.
W Claims Proc.

W Technical 5.

Emotion Analysis: Pros and Cons

Pros
1. Deeper Understanding of Interactions:

e Tracks non-verbal cues such as tone, cadence, and pitch
to reveal genuine emotions.

 |dentifies stress, uneasiness, or confidence levels in real-
time, providing granular insights into customer and
agent behavior.

2. Applicable Across Languages:

o Emotion detection tools like biometric Al are optimized
to work regardless of the speaker’'s language or
intonation, ensuring consistent results.

3. Actionable for Employee Experience (EX):

e Tools like Emotion Heartbeat track agent emotional
profiles, enabling managers to monitor and proactively
address burnout or stress.

4. Root Cause Identification:

o Links emotions to specific moments in conversations,
helping identify pain points or opportunities for
improvement.

Cons
1. Complexity in Interpretation:

e Requires additional training for managers and teams to

interpret emotional trends accurately.
2. Higher Data Requirements:

* Analyzing emotions in real-time or across large datasets
demands advanced processing power and robust
infrastructure.

3. Limited Granularity for Specific Content:

e While it captures how people feel, it doesn’t always
explain the specific words or phrases triggering those
emotions.
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Sentiment Analysis: Pros and Cons

Pros
1. Straightforward Implementation:

» Relatively easier to integrate into existing workflows
using Al models trained on positive, negative, or neutral
text classification.

2. Content-Specific Insights:

e |dentifies specific words, phrases, or topics contributing

to sentiment trends, providing clarity on customer

reactions.
3. Actionable for Marketing and CX:
e [deal for identifying customer satisfaction or

dissatisfaction trends at scale, supporting targeted
campaigns or product improvements.

4. Scalable Across Platforms:
e Works well with text-heavy environments such as
emails, chat, and social media, in addition to voice
transcripts.

Cons
1. Limited Depth:
e Fails to capture non-verbal cues like tone, pace, or
stress levels, offering a less holistic view of interactions.
2. Language-Specific Models:
¢ Performance can vary across languages and dialects,
requiring significant customization for multilingual
environments.
3. Context Misinterpretation:
¢ Sentiment models may struggle with sarcasm, humor, or
nuanced language, leading to inaccuracies.
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When to Use Emotion vs. Sentiment Analysis

Emotion Analysis is Best For:
o Agent Wellness: Monitoring stress and engagement to improve employee well-being.
« High-Stakes Conversations: Identifying emotional cues in critical interactions such as loan
applications or escalated complaints.
« Proactive Issue Management: Detecting dissatisfaction or stress in real-time to address
customer concerns promptly.

Sentiment Analysis is Best For:
« Trend Analysis: Tracking positive, neutral, or negative sentiment over time for CX strategy.
o Text-Heavy Channels: Evaluating customer feedback in emails, chats, or surveys.
 Scalable Insights: Quickly identifying satisfaction or dissatisfaction trends across large datasets.

Conclusion

Emotion and sentiment analysis each offer unique value propositions. Emotion analysis
provides depth by capturing the unspoken nuances of interactions, while sentiment analysis
excels in identifying tone and intent from textual data.

Together, these approaches can create a comprehensive understanding of customer and
agent experiences, empowering businesses to enhance CX, optimize EX, and drive
operational excellence. By leveraging tools like Autolnsights, organizations can seamlessly
integrate both methodologies for a holistic analytics strategy.
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