Setting Standards for Your Knowledge
Base

This is an extra resource to go along with the original article:
How to Create a Customer-Centric Knowledge Base

For a knowledge base to be effective, it's important to have some clear standards. Here are
some tips for setting them:

1. Assign an owner (or owners) to your knowledge base. They should have clear
responsibility for maintaining it and ensuring it is of a high standard. (They don't
necessarily produce all the content, but they oversee it and assign to appropriate
people).

2. Develop a content template. All knowledge base content should be useful and
actionable, and a template can help to ensure it follows an effective format. A common
template is PERC (Problem, Environment, Resolution, Cause), with formatting under

each for readability. For example, under “resolution,” you might have numbered steps.

3. Have a maximum word length. Ideally, knowledge base articles should be short and
easily-skimmed. Anything turning into an essay may require two articles instead.

4. Have clear, action-based titles. For example, “How to X with Y,” or “Troubleshooting
when (X Happens).”

5. Avoid unnecessary jargon, but give an explanation where it is needed. For example,
point people to a glossary or footnote.

6. Link related articles. This is an extra layer of helpfulness for your users!

7. Have a process for flagging any issues with the knowledge base. For example, if
someone finds an inaccurate or outdated point, who should they go to?

8. Have a process for reviewing content before it is published.

9. Have a regular review program for the content of the knowledge base. This is about
ensuring it is kept up-to-date.


https://www.jitbit.com/news/customer-centric-knowledge-base/

