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Define your agent's behavior
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@ This article is designated for administrators.

About

You can define your agent's role, audience, opening phrase, and topics it shouldn't
discuss in the Playbook tab. These settings guide how your agent behaves and
responds during conversations.

You can start by describing what you want your agent to do and let Al generate the
Playbook settings for you, or edit each setting directly.

Access the Playbook tab

1. From the Agents tab, click the agent you want to configure.

Home Create anew agent

Build your own custom agent or start with a template

[ ]
b Agents

2 Team

nll  Analytics

Custom agent Learning agent Support agent Sales agent
Template Template Template Template

2+ Integrations

My agents

A AL A

Knowledge Center Assistant  Custom agent Content Hub- Content Creati..  Custom agent

A 4

Kaltura Live Room Agent Custom agent Custom agent

The agent workspace opens on the Overview tab by default.

2. Click the Playbook tab.
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Custom agent %

Share agent [2 Open agent site

Role

" Ask me anything

’
You are a versatile Al assistant designed to provide reliable, thoughtful
support across a wide range of user needs. Your mission is to engage user...

Targeting

A diverse, general audience spanning all ages, backgrounds, and technica...

Your agent's activity in the last week

0

Conversations made

See more insights

The Playbook tab displays.

Overview Knowledge Playbook  Experience  Analytics  Advanced

Refine your agent
Tell us what your agent should do, Al will handle the rest

sit the website understand our
ions, find pricing information, and feel

th Start conversation

OR

Ask me anything
+  Fastv

Al-generated content may contain errors o omissions.

Set the agent’s objectives
Hereyou can update the agent’s goals for its conversation with your users.

Agentrole @ 516/10000 «*

You areaversatile Al assistant designed to provide reliable, thoughtful support across a wide range of user needs. Your
missiont: i ionalism, answer questi urately, facilitate meaningful conversations,
represent your organizations brand consistently, and create natural, human-centered interactions. You balance depth
with clarity, adapt your icati intent, intain composure on all topics while stayin
trueto your core values and guidelines.

Fine tune your conversation flow
Design how your agent will adapt audience and situations. In other words, you will truly design its playbook

Opening phrase 121/280

Hellot i ions, h

sation, or expl I'can do for you. What brings you here today?

Targetaudience @ 422/280

Adiverse, general audience spanning all ages, backsrounds, and technical skill levels who interact with your platform. Use

Restricted topics

9/10 topics
=+ Add X Political y i iti X ine promotion

X socially divisi X harmful or off generation

X mi i i i X personal ial figures or events

X content conflicting with organizational values and guidelines

X impersonation of real individuals or other Al systems

Describe what you want your agent to do

Use Refine your agent to describe what you want your agent to do, and generate the

Playbook settings.

1. In the Refine your agent field on the left, describe what you want your agent to
do, including who it should help and the tasks it should handle. For example: Help
customers who visit our website understand our products and find pricing

Information.
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Set the agent’s objectives

Refine your agent Here you can update the agent's goals for its conversation with your users.
Tell us what your agent should do, Al will handle the rest
Agentrole @ 185/20000 «*

Helpc

Facilitate deep understanding of key concepts by guiding students through interactive dialogue, asking clarifying
uestions, and connecting new i fon to existi

P isting knowledge frameworks
confidentin thei

Fine tune your conversation flow
Design how your agent will adapt audience and situations. In other words, you willtruly design its playbook

Opening phrase 160/280
Hello! I'm here to help you understand the concepts you're learning. What topic or idea would you like to explore
together today?

Target audience @ 219/280

ion of course material and organizatio

Restricted topics 4/10topics

+ Add X Personal medical advi X X financial investment recommendations

X harmful or unethical content

2. Click Update playbook.

Refine your agent
Tell us what your agent should do, Al will handle the rest

Help customers who visit our website understand our

products and find pricing information.|

4+* Update playbook

The agent's role, opening phrase, target audience, and restricted topics are
generated based on your description. Review these settings and make any changes
you need.

Set the agent's objectives

Define your agent's role and goals for conversations with users.

Define your agent's role

Use the Agent role section to define your agent's purpose, goals, and how it should
behave when interacting with users.

1. Edit the generated content or enter your own.
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Set the agent’s objectives
Refine your agent Here you can update the agent's goals for its conversation with your users.
Tell us what your agent should do, Al will handle the rest

Agentrole @ 185/20000 «*

Help customers who visit the website understand our Facilitate deep understanding of key concepts by guiding students through interactive dialogue, asking clarifying
products, compare options, find pricing information, and feel t d connecting new i i dsting knowl
confident in their decision

Fine tune your conversation flow
Design how your agent will adapt audience and situations. In other words, you willtruly design its playbook

Opening phrase 160/280
Hello! I'm here to help you understand the concepts you're learning. What topic or idea would you like to explore
together today?
Target audience @ 219/280
f course material and organizatio
Restricted topics 4/10topics
4+ Add X Personal medicaladvice X X financial

X harmful or unethical content

2. Click the expand icon at the top right of the field to edit the role in a larger

window.

Agent role

185/20000

Qualify website visitors as sales leads by understanding their business needs, pain points, and budget constraints, then guide them
toward scheduling a product demo or consultation call

3. When you're finished, click Done.

Fine tune your conversation flow

Define how your agent starts conversations, who it's intended for, and which topics it
shouldn't discuss.

Set the opening phrase

Use the Opening phrase free text area to define how your agent starts a conversation
with users.
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You can edit the generated phrase or enter your own.
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Refine your agent
Tell us what your agent should do, Al will handle the rest

ite understand our
ind pricing information, and feel

Define your target audience

0/25 Interactions @

Set the agent’s objectives
Here you can update the agent's goals for its conversation with your users.

Agent role ©

tudents through i , asking clarifying

. " y )
questions, and connecting new information to existing knowledge frameworks

Fine tune your conversation flow
Design how your agent will adapt audience and situations. In other words, you will truly design its playbook

Agent studio v

185/20000 «*

Opening phrase

Hello! I'm here to help you understand the concepts you're learning. What topic or idea would you like to explore
together today?

160/280

Target audience ©

Students and lear: i levels seeking
Restricted topics

+ Add

X Personal medical advice X X

219/280

f course material and organizatio

4/10topics

X' harmful or unethical content

In the Target audience free text area, describe who your agent is intended to interact
with, for example, website visitors, prospective students, or existing customers.

The agent uses this information to tailor its conversations to the intended audience.
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Refine your agent
Tell us what your agent should do, Al will handle the rest

Help customers who visit the website understand our
products, compare options, find pricing information, and feel
confident in their decision

Restrict topics

Set the agent’s objectives
Here you can update the agent's goals for its conversation with your users.

Agent role © 185

Facilitate deep understanding of key concepts by guiding students through interactive dialogue, asking clarify
questions, and connecting new information to existing knowledge frameworks

Fine tune your conversation flow
Design how your agent will adapt audience and situations. In other words, you willtruly design its playbook

Opening phrase

Hello! I'm here to help you understand the concepts you're learning. What topic or ideawould you like to expl
together today?

0/25 Interactions @ Agent studio v

20000 «*

ing

160/280

lore.

Target audience ©

Students and lear levels seeking to enh: p i fal and

219/280

organizatio

Restricted topics

+ Add X Personalmedicaladvice ~ X legal counsel

X harmful or unethical content

4/10 topics

X financial investment recommendations

Use the Restricted topics area to define topics your agent shouldn't discuss.
Restricted topics can be generated when you click Update playbook, and you can
also add or remove them manually.

Copyright © 2025 Kaltura Inc. All Rights Reserved. Designated trademarks and brands are the property of their respective owners. Use of this document
constitutes acceptance of the Kaltura Terms of Use and Privacy Policy.



1,
@ =
71

kaltura

< Back

Overview Knowledge Playbook Experience Analytics Advanced

Refine your agent
Tell us what your agent should do, Al will handle the rest

Help customers who visit the website understand our
products, compare options, find pricing information, and feel
confident in their decision

To add a topic:

1. Click + Add.

Refine your agent
Tell us what your agent should do, Al will handle the rest

Help customers who visit our website understand our
products and find pricing information.

A text field displays.

Restricted topics

X socially divisive commentary

X misleading or false information

X Political advocacy or partisan positions

0/25 Interactions @ Agent studio v

Set the agent’s objectives

Here you can update the agent's goals for its conversation with your users.

Agent role @ 185/20000 «*

Facilitate deep understanding of key concepts by guiding students through interactive dialogue, asking clarifying
questions, and connecting new information to existing knowledge frameworks

Fine tune your conversation flow

Design how your agent will adapt audience and situations. In other words, you wil truly design its playbook
Opening phrase 160/280

Hello! I'm here to help you understand the concepts you're learning. What topic or idea would you like to explore
together today?

Target audience © 219/280

I ossall

levels seeking f course material and

Restricted topics 4/10topics

+ Add X Personal medicaladvice X legal counsel X financial investment recommendations

X harmful or unethical content

Set the agent’s objectives
Here you can update the agent's goals for its conversation with your users.

Agentrole @ 516/10000 *

“You are a versatile Al assistant designed to provide reliable, thoughtful support across a wide range of user needs. Your
mission is to engage users with calm professionalism, answer questions accurately, facilitate meaningful conversations,
represent your organizations brand consistently, and create natural, human-centered interactions. You balance depth
with clarity, adapt your communication style to each users intent, and maintain composure on all topics while staying
true to your core values and guidelines.

Fine tune your conversation flow
Design how your agent will adapt audience and situations. In other words, you will truly designiits playbook
Opening phrase 121/280

Hello! Im here to help with questions, have a conversation, or explore what | can do for you. What brings you here today?

Target audience @ 422/280

Adiverse, general audience spanning all ages, backgrounds, and technical skill levels who interact with your platform. Use

Restricted topics 9 /10 topics

—+ Add X Pol

al advocacy or partisan positions X religious doctrine promotion

X socially divisive commentary X harmful or offensive content generation

X misleading or false information X personal opinions on controversial figures or events

content with values and

X
X impersonation of real individuals or other Al systems
X

and any communication that undermines trust or brand integrity

9/ 10 topics

X religious doctrine promotion

X harmful or offensive content generation

X personal opinions on controversial figures or events

X content conflicting with organizational values and guidelines
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2. Type the restricted topic.
3. Click the + icon.

Restricted topics 2@/ 10 topics
upcoming features + X Political advocacy or partisan positions X religious doctrine promotion
X socially divisive commentary X harmful or offensive content generation
X misleading or false information X personal opinions on controversial figures or events

X content conflicting with organizational values and guidelines
The tag is created.
You can add up to 10 restricted topics.

To remove a topic, click the X next to it.

Publish your changes
Click Publish at the top right to apply your changes.

Until you publish your changes, they won't affect conversations with your agent.

[

Kaltura does not use customer data to train its Al models. To learn more,
see Kaltura's Artificial Intelligence Principles.
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