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Use variables in your agent's playbook

Content updated: 10/12/2026

@ This article is designated for administrators.

About

You can insert variables into your agent's playbook to personalize conversations and
provide real-time user context to your agent. When someone interacts with your agent,
variables are automatically filled in with relevant information, such as their name, job
title, company, or session details.

You configure variables in the Playbook tab within the following fields:

e Agent role (up to 2,000 characters) - Instructions that define the agent's persona,
behavior, and role during conversations.
e Opening phrase (up to 200 characters) - The greeting spoken by the agent when a

conversation starts.

Access the Playbook tab

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

@  Agents Create a new agent
Build your own custom agent or start with a template
M &
Custom agent Learning agent Support agent Sales agent
Template Template Template Template
My agents

Q Search by name or ID All types ~ Last edited ~ | 5Results

s 4

Learning agent Custom agent Learning agent Sales agent

Concept Clarity Tutor

The agent workspace opens on the Overview tab.

2. Click the Playbook tab.
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/ Custom agent s
[2 Open agent site Ar Evaluate agent

Role ’

Experience  Analytics  Advanced

+" Ask me anything

You are aversatile Al assistant designed to provide reliable, thoughtful
support across awide range of user needs. Your mission is to engage user...

Targeting

Adiverse, general audience spanning all ages, backgrounds, and technica..

Your agent’s activity in the last week

0 il Start conversation

Conversations made

See moreinsights

Ask me anything

4+  Fastv

Al-generated content may contain errors or omissions.

The Playbook tab displays.

Overview  Knowledge  Playbook  Experience  Analytics  Advanced

Set the agent’s objectives
Refine your agent Here you can update the agent's goals for its conversation with your users,
Tellus what your agent should do, Al will handle the rest.

nt role @
Agent Goals are configured separately. Asentrole

Define criteria to evaluate and data to extract from conversation transcripts. Type {{ to add variables.

Some tokens will work only for authenticated users. 57/2000

ebsite understand our
and fee Help users understand how our solutions fit their needs by identifying goals, answering questions, and guiding them
toward the right next step. {

Agent goals
Define what to collect and learn from each conversation. o5

Collect conversation insights
Insights to extract from conversations

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

Type { to add variables. 57/200
Hi, how can | help you?

Target audience @ 160/280

Restricted topics 4/10topics

=+ Add X Legal contracts X Pricing commitments

Insert a variable

You can add built-in system variables while editing the Agent role or Opening
phrase fields.

1. In the Agent role or Opening phrase field, place your cursor where you want to
insert a variable and type {{. A menu opens showing available System variables
and Custom variables.
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sy Agent role @
Define criteria to evaluate and data to extract from conversation transcripts. Type {{ to add variables.

n
Some tokens will work only for authenticated users. 57/2000 «

Help users understand how our solutions fit their needs by identifying goals, answering questions, and guiding them
toward the right next step. *

System variables

system__agent_id

¢
. system__current_agent_id

system__caller_id

Agent goals
gente | system__called_number
Define what to collect and leg | 0/5

. system__call_duration_secs
Collect conversatior

Insights to extract fr,  system__time_utc
Custom variables

. 1 companyMName
Fine tune your convers

Start typing to filter the list.
(Optional) Hover over a system variable to view a card with its description and an

example value.

sy Agent role @
Define criteria to evaluate and data to extract from conversation transcripts. Type {{ to add variables. -
. . 57/2000 «
ur Some tokens will work only for authenticated users.

Help users understand how our solutions fit their needs by identifying goals, answering questions, and guiding them
toward the right next step.

[} System variables Unique identifier of the agent that started the
¥ conversation.

system__agent_id @ Example:
. system__current_agent_id agent_8401kp8bt0jdfl4rzzcvsveqfdyg

system__caller_id

Agent goals
gente system__called_number

Define what to collect and le: /5

3 system__call_duration_secs
Collect conversation

Insights to extract fr system__time_utc
Custom variables

. companyMName
Fine tune your conver:

4. Click the variable or press Enter to insert it. The variable appears wrapped in
double brackets (for example, {{sys__user_obj.first nhame}}).

rest. Agentrole @
Define criteria to evaluate and data to extract from conversation transcripts. Type {{ to add variables. 57/2000
Some tokens will work only for authenticated users.
Help users understand ho i i by identifying goals, answering questions, and guiding them
el toward the right next stepfi{sys_user _obj.first name]

\

At sl

Create custom variables

If your setup passes extra information into the conversation, such as a customer tier or
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campaign name, you can use it by creating custom variables directly in the Agent role
or Opening phrase fields.

O

Custom variables are configured separately for each agent and aren't shared
between agents.

1. In the Agent role or Opening phrase field, type {{ followed by the name of your
new custom variable (for example, {{customer tier).

st. Agentrole @

Define criteria to evaluate and data to extract from conversation transcripts. Type {{ to add variables.

57/2000
Some tokens will work only for authenticated users. “

Help users understand how our solutions fit their needs by identifying goals, answering questions, and guiding them
toward the right next step. {[customer_t‘led

System variables

Agent goals )
Define what to collect and learn from each ¢ Custom variables 0/5

e customer_tier MNew
Collect conversation insights

Insights to extract from conversations

The new custom variable is added under Custom variables with a "New" tag.

2. Click on the new custom variable in the menu or type }} to close the brackets.
Spaces are automatically converted to underscores (_).

est. Agentrole @

Define criteria to evaluate and data to extract from conversation transcripts. Type {{ to add variables.

57/2000 ™
Some tokens will work only for authenticated users. “

Help users understand how our solutions fit their needs by identifying goals, answering questions, and guiding them

! toward the right next step}{{customer _tier}}

\

Aoant onale

The custom variable is added to the agent's catalog and can be reused across both
the Agent role or Opening phrase fields for this agent.

O

Note: If you create a custom variable with a name that already matches a system
variable, _new is automatically appended to the variable name to prevent naming
conflicts.

Example configurations
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Agent role

You are a product onboarding specialist assisting an employee from {{sys__user_obj.company}}.
Tailor your explanations and technical depth to someone in the role of {{sys__user_obj.title}}.
Address the user by their first name, {{sys__user_obj.first_name}}.

Opening phrase

Hi {{sys__user_obj.first name}}, welcome to Kaltura! | am your Al assistant. How can | help you today?

Guidelines and variations

e Character limits: Variable text counts toward the character limit of the field (up to
200 characters for Opening phrase and up to 2,000 characters for Agent role).

e Closing brackets: Every variable must be closed with }}. The Studio flags
unclosed brackets and prevents you from publishing until they are resolved.

o Editing variables: Variables behave as editable plain text. You can select,
backspace, copy, or delete them directly in the text field.

Publish your changes

Adding, editing, or removing variables in your playbook is treated as an unpublished
change. 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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