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Troubleshooting the player

Last Modified on 09/08/2025 10:45 am IDT

[ 222 This article is designated for all users.

About

When something goes wrong with video playback, the Kaltura Player displays clear
error messages to help identify the issue. This article lists the most common error
messages and what they mean, so you can understand what’s happening and how to
respond.

Common error messages and what they mean

Text stream error - The caption or subtitle file couldn’t be loaded.

Media stream error - One or more media streams have failed.

Play manifest error - The player had trouble loading the media playlist.

Cannot load stream - A streaming protocol error occurred.

Media unavailable - You don’t have the correct permissions to view this media.
Media casting error - An error occurred while trying to cast, please try again.

VR experience error - The VR-360 plugin ran into an error, please try again later.
Media is being processed - Media is processing. Try again in a few minutes.
Geo location unavailable - This content is unavailable in your region.

Media unavailable - This media has been restricted. Please obtain relevant
permissions to access content. Check with your administrator if you think this is
incorrect.

There’s a problem with your network - The player couldn't connect. Check your
internet connection and try again.
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There's a problem with your network
Please check your network connection and try again.

Copy for customer care: session ID 3821506 0O

Try again

Need help troubleshooting?

If you're not sure what’s causing the issue, you can copy technical details from the
player and share them with Kaltura Support.

Copy debug info
e On desktop: Right-click the player and select Copy Debug Info.
¢ On mobile: Long-press the player and select Copy Debug Info.
e You can also use a keyboard shortcut to trigger the debug feature:
o Windows/Linux: Ctrl + Alt + Shift + D
o macO0S: Control + Option + Shift + D
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Copy debug info

Il S (& o250/28:12

This will copy a set of technical details in JSON format, such as player version, media
ID, browser, and embed code, to your clipboard.

Paste this info into your support request to help speed up resolution.

Here's an example of the copied debug info:

~ “embedUrl": “"https://mediaspace.mediaspace. kaltura.con/media/t/@_eqooasvs",
i Intel Mac 0S X 10_15_7) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/136.8.0.0 Safari/537.36 Edg/136.0.0.0",
https:// mediaspace.mediaspace. kaltura. com/uploadmedia”,
: "js-kaltura-player-2"
“playerVersion": "3.17.48-canary.0-b29abcf",
o

“https://api.kaltura. kaltura.com/p/16232/5p/1623200/playManifest/entryId/@_eqooasvs/protocol/https/format/applehttp/flavorlds/
0_ulxu60ez, 0_94b8dspe, 8_Lszmabz1,0_9gv3Shfx,0_Syqhhwpd,0_ndwghptz/ks/djI8MTYyMzI8ktkOBPF1rSs rnoptPING87bSQusswiseP3wl3wroekKnvEtMpib QSs-ApUS_ETLYEI]Ly22e2CKdnZ9G8_PPLK-vR6k1a5AMypsgfIKneIc20deOWWBSAUWXXT
G1FwijUBPNPxzashU6hMB_eHPgXaEsLeqHOxJX_gWP2RtHYKACMB5D5B7 ftuVjy5@RIegyGafIndtewxtoHKStcplgwS2YsgaM3dFXW2xSg_ZxWhIn80AL_RbSvP3TAOdmS00CnhveuqBShylZyAdx] fGUOYUtqSNvU-Wmj J48Y rdBAmWHICstts0zG2Q1-h@e-b3_OMSSQc9
djLLjCibHMpZCgoYxy)ZiqAbI8GH121QyoyzZpMKLek LhtdBFbTpUNYdFf3D8zv1pIoulyIDsZFBE1VpQIEx4gIWIXXaER | Z8ee  SO7 LAYOTVBNSDTEFY2gP9 ludBY1CDYajaizoKEJWC1bSIrrBHLLrSyPT]LAVK_DDMWLDZS17ub2vqgXmRLjUSyWUt56hWShj pPFZYMCPw
yXY~1zKuuW2he1hRyk6 IMtVNGYKLSYUQIPEcauvzKFUVMN4QO_Zfq6ynZbWgKMnaTm3poGJZB~3QGKSmWmXvOmCEQCF_S LHncPIsb1LYep1zOHaWYBYMuOHSbrxnEwz_EoL7hUS4dV_nMSUT3xs=/a. m3uB?uiConfId=238415526p laySessiond=406123b4-b179-8
eda-802c-699dd171461a: b9262ae2-7d6c-34de-eb59-669199491d6&referrer=aHROCHMELY8XN] IzMiSudnEyLm 126 hc3BhY2Uua2FsdHVyYSS5b20vdXBsb2FkbWVkaWE=&c Lient Tag=htm15: v3. 17. 48-canary. @-b29abcf",
s [

-document-player”,
ve",

'dualscreen’

"ivq",
“playkit-js-hotspots",
“playkit-js-moderation",
“playlist'

“"navigation",

“gna",

"uiManagers",
“timeline",
"kalturaCuepoints"

1,
"log": "20/05/2025, 12:40:25 [Error] Category:7 | Code:7003 | playkit-transcript \n20/5/2025, 12:40:26 [Error] Category:7 | Code:7003 | playkit-transcript \n20/05/2025, 12:40:26 [Error] Category:7 |
Code:7003 | playkit-transcript \n20/@5/225, 12:40:29 [Error] Category:3 | Code:3023 | {\"name\":\"bufferStalledError\",\"buffer\":0.037000000000000144} \n"
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The Copy Debug Info option is enabled by default.
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