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Answering Machine System detects an Answering Machine instead of a live person. 
Fax System detects a Fax Tone. 
Busy System detects a standard Busy Tone on the other end. 
No Answer If the Ringing continues till the timeout (No of rings) specified in 

the IVR script. 
Operator Intercept System encounters a standard disconnect tone on the other end. 
Error Failure during dialing, usually caused by a corrupt channel drop. 
Drop If the Customer is available but there is no Agent available. 
Skip The number was skipped due to incompatible dial settings. 
Callback Marked when Agent schedules a Callback. 
No Call Marked when Agent flags it as a No Call number. 
Forced Hang-up Record is marked with this disposition when Agent clicks on “x” 

Without resulting the call or the Manager forces the Agent off 
from the Manager interface. 
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For coaching the agent, click on the red and blue user icon on the bottom right corner of 
the screen. The rest of the process is same as monitoring. During coaching phase only the 
agent is able to hear the supervisor speaking and the customer is unaware of this. The 
supervisor can also transition from monitoring an agent to coaching that agent and vice 
versa. Finally, to stop the monitoring/coaching function, click on the respective button 
again and disconnect the supervisor phone separately. 
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In order to log on to multiple campaigns, hold the “Shift key” and select the Campaign 
name. 
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