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“Isn’t conversation analysis just

?”
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2. A ‘details’ problem

01 Mediator: We’re a mediation projec- (0.4) project in the:: (.) Stockham area, (0.2)

02 Caller: Ye[h.

03 Mediator: [.hhh and what - (0.2) we try t’help neighbours that are in dispute::, [.hhh what= 

04 Caller: [Uhuh.

05 Mediator: =we do first um: .pt send a letter out to your neighbour straight awa:y, .hh t’say that: 

06 y- we’ve been in touch with you, .h[hh and .hm- ask ’em (0.2) whether they would=

07 Caller: [Yeh,

08 Mediator: =(0.4) .hhh get in touch with us so that we can discuss it with them? [.Hh

09 Caller: [Yeh,
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(Sacks, 1992)
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3. A communication myths problem



(Mehrabian, 2002)
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Heritage et al (2007)



4. A ‘hard data’ problem
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(Hollander, 2015) 

resulting in 

(Gibson, 2011)

4. A ‘hard data’ problem
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(Stokoe et al, 2021)
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Conversation analytic research yields 

(Schegloff, 1996)

5. A conversational ‘products’ problem



01 ((phone rings))
02 Marsha:  Hello?
03 Donny:  H’lo Marsha,
04 Mar:  Ye:a[h.     ]
05 Donny:   [It’s D]onny.
06 Marsha Hi Do:nny.
07 Donny:  Guess what. hh
08 Marsha:  What.
09 Donny:  .hh my ca:r is sta::lled.
10 (0.2)
11 Donny:  An’ I’m up here in the Gle:n,
12 (0.2)
13 Marsha:  O::h.
14 (0.4)
15 Donny:  A:nd. hh
16 (0.5)
17 Donny:  I don’ know if it’s po:ssible but, .hhh see I have t’open up the ba:nk. hh
18 (0.5)
19 Donny:  A:t uh: (0.2) in Brentwood? hh=
20 Marsha:  =Ye::ah:- an’ I know you want- (0.2) an’ I wou:- (0.3) an’ I wo:uld, but-
21 except I’ve gotta le:ave in about five min(h)utes.[(hheh)
22 Donny:                                                                            [>Okay then< I gotta call 
23 somebody else right away. Oka:y?=
24 Marsha:  =Okay *Don[.*
25 Donny:        [>Thanks a lot.=bye-<
26 Marsha:  Bye.

5. A conversational ‘products’ problem



01 Caller: Hello?=>I wonder if it’s possible to make an appointment< 

02 <for my cat> tomorrow=for a >follow up< uhm he’s had an operation?

01 Caller: Hi.=I (got) a new d- uh: puppy the other day. .hh s’wonderin’ 

02 how much it’d cost t’get the jabs done. please.
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01 Alexa: Which of the following country fla:gs does 

02 not include a cro:ss?

5. The conversational ‘products’ problem

01 Patient: I was ↑wondering if I could 

02 make an appointment plea::s:e.hh

03 (0.3)

04 Reception: Is it something urgent or ↓routi::ne.



01 Dispatch: >Nine one one¿< ↑operator.=Nine (an’) one.

02 (.)

03 Dispatch: Where’s the emergency.

04 (0.4)

05 Caller: One twenny seven Denir?h

06 (0.3)

07 ((phone beep))

08 (.)

09 Dispatch: Okay: what’s goin’ on there.

10 Caller: I’d like t’order: a pizza for delivery?h

11 (0.7)

12 ((phone beep))

13 Dispatch: Mam you’ve reached >nine one one,< this is an 

14 emergency [line.

15 Caller: [Yeh.h

16 uh: large with half pepperoni half mushroom?

17 (0.2)

18 ((phone beep))

19 Dispatch: Um:: you know you’ve called nine one one,

20 (.)

21 Dispatch: This is an emer[gency line.

22 Caller: [D’y’kno:w how lo:ng it’ll be,

23 ((phone beep))

23 Dispatch: ’kay mam.=is everything okay: over there
24 (0.3)

25 Dispatch: D’y’have an emer[gency or ↓not.
26 Caller: [°hhhh°
27 (0.6)
28 Caller: Yes.
29 (1.0)
30 Dispatch: An’ you’re unable t’talk because[:
31 Caller: [Righ’. Righ’.
32 (1.0)
33 Dispatch: I:s there someone in the room with you, (0.2) Just say yes 
34 or no.
35 (1.4)
36 Cal: Yes.hhh
37 (0.9)
38 Dispatch: .hh oK um:: (1.5) it looks: (.) like I have an officer about 
39 a mi:le from your location. 
40 (.) 
41 Dispatch: Are there any weapons in your house¿
42 (0.2)
43 Caller: No.
44 (0.5)
45 Dispatch: C’n you stay on the phone with me,=
46 Caller: =#N:o. (0.2) Uh: see you soon.=thank you.hh
47 ((ends call))

5. A conversational ‘products’ problem



A method in search of a problem

When it comes to conversation, 
people often do what works, but 
they do not know – on reflection, 
post-hoc – what they actually 
did that worked.

Conversation analysts can
identify, describe, and share 
how communication –
expertise, experience, 
(in)effective practices –
actually work.

(Baumeister 

et al, 2007) 



@LizStokoe
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