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Introduction 

Creating a knowledge base for your business is a win-win customer service strategy.  

Customers love their ease of use and 24/7 access to a reliable self-service portal that answers their 

common questions. While for you, a knowledge base helps you to decrease contact volume and save 

your customer service efforts for only the complex queries that need your help most. You can even use 

internal knowledge bases to improve agent knowledge and improve consistency in service. 

We’ve created this eBook to share best practices in the planning, structuring and creation of knowledge 

bases, based on our experience in helping our customers set up and optimize their knowledge bases. 

This eBook contains the following chapters: 

 What Is a Knowledge Base and Why Is It Useful? 

 What do I Need to Know to Create a Knowledge Base? 

 Building the Perfect Knowledge Base Template Article 

 Knowledge Base Examples: 6 Tips for Clean, Professional KBs  
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What Is a Knowledge Base and Why Is It Useful? 

As companies everywhere see growing customer demand for self-service functionality in addition to their 

core service or support channels, knowledge bases play a large part in helping organizations to meet this 

need.  

A knowledge base is a library of information about a service, product, topic or department that is designed 

to provide self-serve help. Knowledge bases offer information that might otherwise only be available 

through a human. Because of this, organizations who provide a knowledge base for self-help can free up 

their employees’ time, which is often better used in more complex and challenging scenarios.  

It can be easy to get confused about the definition of a knowledge base, since it can encompass both a 

customer-facing self-service tool and an employee-facing internal resource, as well as potentially acting 

as both at the same time! Let’s explore both options, their applications, and their usefulness to 

organizations.  

Internal Employee Knowledge Bases 

Having a knowledge base for employees benefits organizations by increasing efficiency, consistency and 

internal communication. Knowledge bases work as a repository of information necessary for day-to-day 

business activities. But as well as being useful for day-to-day operations, knowledge bases also have 

positive long-term effects for businesses. 

First, knowledge bases are an excellent way to store critical information relating to customers, services, 

products or even general office or employment information. Having all of this information in one place, 

instead of scattered across multiple documents, improves efficiency by bringing a structure to business-

critical information. 

Once set up, knowledge bases work to streamline and improve workflows across other processes and 

pieces of software. A standalone knowledge base can aid workflows relating to customer queries, internal 

problem resolution, HR queries or even project management processes. 

The Problem with Internal Communication 

Many companies have a knowledge base for their customers but lack one for employees.  

https://www.comm100.com/blog/new-knowledge-base.html
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There is solid reasoning behind prioritizing a customer-facing knowledge base, due to customer demand 

for self-serve and the obvious resource benefits of customer-facing agents taking fewer straightforward 

queries.  

However, when employees of any kind don’t know how to find the information they need to perform their 

role, that represents a resource inefficiency that’s damaging regardless of whether it’s experienced by 

customer-facing employees or by back-office staff. This leads them to waste time asking colleagues or 

managers where this information can be found – time that could be used more productively.  

Where internal communication channels are not well established, ad hoc systems for finding information 

make it impossible to find or update information. A standard knowledge base for all employees makes 

sure that information about protocols, company regulations, etc. is not just easy to find, but also 

consistent and accurate.  

These rules or protocols can then be updated for easy access and transitioning without wasting valuable 

time. Especially when used together with a social intranet platform, the knowledge base can capture 

information, insight, and data which can be used to improve customer service and the workplace at large.  

Setting Up an Internal Knowledge Base 

Every company has unique requirements, and each would need a different set of FAQs used as a basis for 

establishing knowledge base pages. Start by identifying helpful topics that are a common pain point 

throughout the relevant company area.  

Check company records and identify recurring questions or information that are commonly sought after. 

Alternatively, you could simply ask staff or managers to make a list of their top queries.  

Second, assign particular topics to one or more members of your team. They will be responsible for 

maintaining and updating information concerning these topics.  

Finally, make information easy to access by categorizing topics and utilizing a search bar. It’s no use having 

a knowledge base if employees waste hours looking for information within it. 

An example of an internal knowledge base is an HR information system for employees. Topics might 

include:  

 Payroll 

 Work schedules and shifts 
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 Office conduct

 Recruitment

 Training programs

 Employee contracts, or

 Complaints resolution center info

Decide which topics should remain internal, and which ones can be shared with external customers, i.e. 

the public. For the HR example above, you might consider making recruitment information public. 

Customer Facing Knowledge Bases 

According to a survey of more than 75000 participants, going above and beyond had a lower impact on 

customer loyalty than actually solving problems.  

Since the birth of the contact center, the balance between efficiency and quality has been a hot topic for 

managers looking to cut costs while also ensuring customer retention and loyalty. And this debate has 

raged all over the contact center industry, with the benefits of exceptional service – popularized by books 

like “Lessons from the Mouse” – being contrasted against the benefits of efficient service, with the view 

often being that the two are exceptionally difficult to achieve simultaneously. 

But customer-facing knowledge bases, when provided in addition to standard customer service channels, 

are often a win-win on this front. They give extra help and choice to customers looking to self-serve, 

improving perceptions of service quality, while also potentially eliminating the resource required for 

contact center agents to answer repetitive customer queries.  

Forrester has found that FAQ page use is on the rise, increasing from 67% to 76% between 2012 and 2014. 

As well as this, they found that phone call usage remained stagnant at 73% – showing for the first time 

that customers more often turn to FAQ pages for help than they turn to live agents. American Express 

conducted a study and the results will probably not surprise you. They were able to demonstrate 

that spending increases by 9% when companies provide excellent service. Sadly, their results also 

indicate that almost 60% of Americans believe that companies put quality service as a lower priority. 

The same study underlines the importance of continually meeting customer expectations. And while 

customer expectations are evolving and can differ by channel or demographic, a Microsoft survey 

https://hbr.org/2010/07/stop-trying-to-delight-your-customers
https://hbr.org/2010/07/stop-trying-to-delight-your-customers
https://www.amazon.com/Lessons-Mouse-Applying-Secrets-Organization/dp/0615372414
https://go.forrester.com/blogs/15-01-22-customer_service_channel_usage_highlights_the_importance_of_good_self_service/
http://info.microsoft.com/rs/157-GQE-382/images/EN-CNTNT-Report-DynService-2017-global-state-customer-service-en-au.pdf
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indicated that 96% of respondents highlighted customer service as a key differentiator and an important 

factor in determining their loyalty to a brand.  

Self-serve platforms, both customer- or internal-facing, can provide an effective framework for that 

consistency and that differentiation of service.  

Applications of Customer Knowledge Bases 

An example of a knowledge base in action is a software company with an IT troubleshooting page. 

Customers can follow instructions to troubleshoot software problems and quickly solve them. 

Instructional videos can be included in this self-serve option. Microsoft was long one of the leaders in this 

area for me. Their interactive walkthroughs have often helped me drill down to a specific issue or problem.  

Another example is having a “Terms of Payment” knowledge base page explaining how your e-commerce 

store accepts payment for goods sold – for example, fees charged to the user, how you handle 

international shipping, delayed payment verification from your side, etc. 

While I’m personally not a fan of vacuuming, my wife absolutely loves Dyson and their products. For an 

example of a knowledge base that gets it right, they have much to emulate with clearly defined sections 

and categories. Contact numbers and details are based on region and country, and lots of very clear and 

distinctive images are included throughout their site. 

Another example is Instagram, which has an awesome help center that uses a knowledge base. The layout 

is simple, and they have well-detailed articles that are easy to understand. The “Top Issues” section 

provides users an area where they can find solutions to common problems. Since Instagram is a mobile 

app, the Help Center page is optimized for mobile viewing to reach the majority of users. 

  

http://info.microsoft.com/rs/157-GQE-382/images/EN-CNTNT-Report-DynService-2017-global-state-customer-service-en-au.pdf
https://support.microsoft.com/en-ca
http://www.dyson.com/support.aspx
http://www.dyson.com/support.aspx
https://help.instagram.com/
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What do I Need to Know to Create a Knowledge 
Base? 

A knowledge base is a great way of communicating with customers. When written well, it helps direct 

customers straight to the information they need so customers don’t have to contact the customer 

support team. It also helps to identify pain points that customers are experiencing and gauge their 

capability to use your product.  

You might, however, be puzzled as to which architecture to use, choosing between a customer facing 

and employee facing knowledge base, and what strategies to use. There’s a lot of considerations to take 

into account! 

Let’s start by exploring what people can help you create an effective knowledge base to inform and 

educate customers or agents alike. 

Who Owns the Knowledge? 

One key task that should be addressed before building any knowledge base is appointing an owner. This 

person should ensure documentation and content produced by team members is consistent, as well as 

overseeing technology, strategy and content generally.  

The knowledge base owner has several responsibilities. They need to monitor for new issues that need 

documentation, and also look at existing articles to ensure that the information is valid and correct. As 

well as this, they should be able to think from the perspective of the customer to ensure that articles are 

truly helpful. Analyzing customer-submitted article ratings can be especially useful for this. 

The knowledge base owner should appoint the people who will be contributing content, e.g., dedicated 

technical writers, working with the guidance of subject matter experts. You can also shuffle 

responsibilities to ensure content is regularly updated. Support agents can be part of this and they can 

send issues to technical writers who submit them back to the agents for review and approval.  

Then they need to set the standards to ensure quality, e.g., creating a standard template for knowledge 

base articles. 
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Is a Knowledge Base Worth It? 

Having a combination of phone support and a knowledge base is a good strategy to use as they 

complement each other. According to a study by eConsultancy, consumers prefer communication 

channels in the following ranges: phone (61%), followed by email (60%), live chat (57%), online customer 

knowledge base (51%) and automated support or “click to call” (34%).  

The numbers for good phone support outweigh those of an online knowledge base. However, company 

perception of phone support can be biased since 80% of companies believe that they deliver stellar 

customer support while only 8% of the customers agree, according to a 2005 survey by Bain & Company.  

To ensure that your customer is truly being served, it’s important to consider how different types of 

customers use different channels. The transition to live chat, social media and other forms of digital 

correspondence continues at an ever increasing pace. This popularity – according to Smart Insights – is 

only increasing in younger demographics. Knowledge base provision is almost certainly a great 

complement, or channel pair, for any of these channels. 

Customer Facing or Agent Facing? 

Knowledge base adoption should be preceded by an analysis of the pros and cons of taking up a 

customer-facing or agent-facing knowledge base.  

Agents often work to solve a complex problem and after getting the solution, lack a way to share this 

information with colleagues. This problem is worse when you consider multinational companies with 

staff distributed globally, where face to face communications are impossible. Although knowledge 

transfers and training programs help, technical staff and engineers are also known to hoard secrets to 

increase their workplace value.  

In this situation, an internal knowledge base to share information, flag issues and provide the team with 

a means of shared communication is an essential requirement.  

Aside from the sharing of knowledge for new issues, an internal knowledge base also provides a quick 

and easy resource for staff to search in resolving current customer queries and problems. Finally, an 

internal knowledge base can also be used as a training resource for new staff to familiarize themselves 

on in regards to the products and processes in place. 

While an internal (agent) facing knowledge base has value, a customer facing one has many benefits of 

its own.  

https://econsultancy.com/blog/61991-83-of-online-shoppers-need-support-to-complete-a-purchase-stats
http://www.bain.com/publications/articles/closing-the-delivery-gap-newsletter.aspx
https://www.smartinsights.com/customer-relationship-management/customer-service-and-support/customerservicechannels/
https://www.forbes.com/sites/shephyken/2017/03/04/moving-from-omni-channel-to-a-channel-less-customer-experience/#7ba7338d6629
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Customers are getting more discerning in who they do business with, and expectations are growing. 

Harvard Business Review found that 84% of customers were not happy with their most recent 

interaction and that service did not exceed their expectation.  

 A customer-facing knowledge base is a great way to quickly solve issues and improve your brand 

loyalty, provided it is regularly updated. It can include troubleshooting guides, video tutorials or basic 

Q&A format of FAQs. It’s also cheap to maintain, since it’s on 24/7, and offers consistent service which is 

valued by customers. 

Hosting and Advertising the Self Serve Platform 

You don’t have to write code from the ground up, since there are many online solutions available – 

including ours – in building your knowledge base.  

Advertising your knowledge base to customers is easier when you embed the knowledge base into a 

typical customer support channel, creating an effective “channel pair” that works to provide effective 

service across different types of customer situations. For example, by embedding knowledge base 

functionality into your live chat window, you can provide customers with the choice to either self-serve 

or get live help instantly. 

Structure of the Knowledge Base 

Writing great content by itself is not enough. An information architecture plan should be in place. 

Information architecture is a set of rules to follow so that content is consistent.  

When coming up with a structure, consider what your customer wants. Will your customer prefer a 

step-by-step guide (good for troubleshooting IT and software) or is a Q&A better for them?  

If you have a technical product, it’s good to write documentation which can be supplemented by videos. 

Documentation should be the goal-oriented with a clear purpose so that it is easy to understand.  

Questions organized in drop-down categories are great for navigability, and you can have a category for 

common issues. Get to know your audience so that you can use the correct tone when writing 

knowledge base articles.  

A search function is especially great to ensure your customers can find articles quickly, should they not 

wish to navigate through category menus. 

https://hbr.org/2010/07/stop-trying-to-delight-your-customers
https://www.comm100.com/blog/new-knowledge-base.html
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Reporting Mechanisms for Knowledge Base 

Once your knowledge base is up and running, you can start to analyze data coming from it – helping you 

optimize, improve and to demonstrate ROI. 

Use your knowledge base dashboard and pull stats for highest rated articles, article views, most 

frequently viewed articles and recent searches. 

Other statistics you should look out for are articles voted useful/not useful, and successful searches 

where the customer left the knowledge base without contacting customer support. To measure the 

success of a knowledge base, you should use the following metrics: 

 A number of visits versus cases submitted – find the ratio of total views to total number of 

cases to determine whether more people are using it instead of calling customer support. 

 Bounce rate compared to average time spent on a page – evaluate the bounce rate in % against 

the average time spent on a page in seconds. If average time is low or bounce rate high, 

customers are likely dissatisfied with the content. 

 The ratio of new customers to returning customers - Measure new visitors against repeat 

customers, the latter meaning your content is helpful. If new customers are few, advertise your 

knowledge base through other channels. 
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Building the Perfect Knowledge Base Template Article 

Creating a knowledge base is a great way to offer quick solutions for your customers and ease the strain 

on your customer service team. However, a poorly designed knowledge base can cause more problems 

than it solves, by tying your team up in pages that are difficult to read, or a navigation system that’s time-

consuming to use. 

Designing a knowledge base is no easy task, but with the right guidance and by asking the right questions, 

you can create informative articles that customers will benefit from.  

The main purpose of a knowledge base is to show customers how to do something with your product or 

your website and solve a need. Read on to find out how to ensure that your knowledge base meets these 

requirements. 

Choosing a Topic 

The first step is to choose topics that your customers will find useful.  

While topic choice might not seem like something a template should be concerned with, it makes sense 

to have a set of criteria that determine what topics get added. Your knowledge base should not be 

cluttered with articles that answer one or two customer queries each year, but neither should it be so 

basic that it’s rarely helpful at all. 

Input for topics will come from your customers. You could ask staff for their perspectives too. Another 

surefire way to pick the most useful and relevant topics is to select the ones that get the most inquiries 

on your customer service reports. For example, if one of your top queries from customers is how to return 

products, you can write a knowledge base article giving them this information.  

You should have a way of labeling or tagging emails, tickets or live chats with a subject which you can 

check to find these frequently asked questions. You could even use the information that you obtain from 

your customer surveys as a starting point.Another way to pick potential topics is to look for keywords that 

your customers use to search for information about your company, products or services. You can use tools 

like Google Analytics to get a feel for the keywords your customers use, and base your knowledge base 

articles on these popular search terms.  

In the same way, if you have a search bar on your website, check the most searched terms to find the 

hottest topics.  

https://www.comm100.com/blog/new-knowledge-base.html
https://www.comm100.com/blog/customer-satisfaction-survey-questions-service-industry.html
https://www.comm100.com/blog/customer-satisfaction-survey-questions-service-industry.html
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Finally, intuition should also be used for deciding what article topics will be needed in the future. For 

example, when you launch a new product or change a service, you should anticipate these questions and 

prepare an article that explains the change. 

Knowledge Base Layout and Structure 

Now that you know what articles need to be created, it is time to plan how your knowledge base articles 

should be structured by completing a template for each.  

Think about the type of articles you need to create. If you’re going for a simple FAQ-style knowledge base, 

you’ll usually only need one template style. But there might be other types of articles you need too – for 

example, step by step guides, visual references, glossaries, or feature lists. For each topic you’ll cover, 

consider what format would best suit the content you’re including, and form a template that can act as a 

standard format for each article.  

Whatever format or structure you decide upon, try to maintain it throughout your knowledge base so that 

customers know where to look for answers. Don’t have pictures in one area of the article on one post and 

then in a different area on the next, as it can be confusing and unexpected for readers trying to find quick 

answers. 

Start by making each article as easy to follow as possible, beginning with the basics and moving on to the 

more advanced parts of the article. Identify the shortest path from point A to point B. Only after explaining 

the basics can you move to more advanced or optional recommendations. 

For most knowledge base articles, the best way to start off is with the question you are answering as a 

heading followed by a short description. Use visuals and screenshots to reinforce the information you’re 

giving. Different people learn in different ways, so it can help to present a variety of types of information 

to help readers better understand the topic you’re discussing. For example, if you are creating a 

knowledge base article on how to install a piece of software, it can help to have images of each screen as 

well as text descriptions. Videos can be another great way to explain processes, especially if they’re on 

the complicated side. 

Launch Small and then Grow 

If you’re just launching your knowledge base, start small. It’s better to ensure that the information you 

are providing is of use to the reader so that you can ensure you are not wasting their time or yours. Start 
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with a small pilot and perhaps make it available only to a select group of trusted customers for feedback 

before going wider. 

Building a knowledge base is not just about dumping all of your user documents and manuals into a single 

folder – even if you provide the customer with the ability to search it. A truly helpful knowledge base 

requires time and effort to ensure usability, so make sure that the effort you are spending is worthwhile. 

Delivering the Content 

Add a short introduction to each knowledge base article to explain what the scope of the article is, and 

briefly cover off what the rest of the article contains. This allows readers to quickly assess whether an 

article will answer their question, without needing to read through the entire thing. 

After adding an introduction, you can move on to explaining the content. 

It is good practice to separate instructions with a heading so that the text is easy to read. Make good use 

of bullet points, numbered lists and white space on the page. Content that is in long paragraphs can be 

difficult for a reader to navigate – even breaking it up into smaller paragraphs will improve readability. 

When creating a list, make sure you only have one step of the process for every point. Do not use multiple 

steps at one point since it will confuse the reader. Putting one step per point also makes it easy for the 

user to backtrack if they get lost down the road.   

However, if there are smaller sub-steps within a point, e.g. ticking a checkbox or pressing OK; group them 

together under the relevant post to avoid diluting the instructions. 

Using Multimedia in Your Knowledge Base 

It is good practice to use multimedia in your article so that it is easier for a variety of people to understand. 

Different people learn in different ways, and while a numbered list might be crystal clear for one reader, 

it might be easier for another reader to look at screenshots or follow a video.  

 

Make sure any screenshots or images used are the right dimensions; normally going as wide as the text 

boundaries on the page is a good bet for universal readability. Second, enclose it with a border to make it 

more appealing and improve visibility, especially if the screenshot is the same color as the website 

background.  
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You can also use arrows on your screenshot to highlight relevant points. Ensure that any text that the 

arrow is pointing to is bold enough to read, and in a color which stands out. For example, if the screenshot 

is showing a customer which button to press, indicate the button name in bold and show the button. You 

can use a graphic arrow, but for consistency, it should be used for all the screenshots.  

Screenshots show the customer if they are making progress and what to expect at every point before 

moving on to the next step, so definitely consider building these into your knowledge base templates. 

Keep It Simple 

A good tip for simple, easy-to-use knowledge bases is to think from your customer’s point of view and 

only display information that’s most relevant to them. Use menus and submenus to allow your customer 

to navigate to the information they need. Don’t throw a heap of information at them and expect them to 

read through it all to filter out the answers they’re looking for. 

Avoid using complex language in your knowledge base articles, and put yourself in the shoes of a customer 

who doesn’t have any technical knowledge of your product. Make sure that you stay far away from jargon 

and specific industry terminology that may confuse more than educate.  

If your knowledge base articles are very long and complex, a good bet is to separate them out into 

separate articles – for example, one article for basic steps followed by another containing advanced 

information. After reading the basics, the customer can follow the link for additional instructions, if 

needed.  

It’s paramount that you make it simple for employees to add questions to your knowledge base. You can 

do this by incorporating tags so employees can tag a question according to the category it falls under.  

Another way to ensure simple categorization is to use keywords like close_account, return_form, 

late_order and so forth so that queries can be easily grouped by your customer service team. 

Continue Improving 

Once your knowledge base is launched it needs to be maintained and kept up to date. This includes linking 

to other sites within your organization and updating the articles and posts based on changes in technology, 

procedures, and products within your organization.  

As your frequently asked questions change, make sure that the knowledge base reflects these 

adjustments. The knowledge base needs to be thought of as a living, breathing part of your organization 

https://www.comm100.com/blog/customer-experience-improvement-strategies.html
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and, if created and maintained properly, is one of the best entry points for your customers to find solutions 

to their issues.  
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Knowledge Base Examples: 6 Tips for Clean, 
Professional KBs 

Jeff Bezos, the CEO of Amazon famously quoted, “If you do build a great experience, customers tell each 

other about that. Word of mouth is very powerful.” A lot of companies struggle with creating a good 

customer experience. It only takes one bad incident to mess up the brand reputation you have been 

working on for ages, and delivering consistently great experiences is often a challenge. 

One way to achieve customer service consistency is to create a knowledge base as a single, infallible 

point of knowledge for customers or even for your staff.  

Building a knowledge base isn’t easy, but luckily there are examples all around the internet that you can 

take inspiration from. Read on to see how other companies are doing it, and what you can learn from 

them. 

Walmart 

The world’s biggest retailer doesn’t just employ greeters at the door. They’ve designed a very clean and 

easy to use knowledge base that provides customers with the information they most often ask for right 

from the start.  

Notice how the eye is first drawn to four simple categories at the top of the page. Each of the categories 

is simply worded and easy to understand. Customers can click through to find more detailed 

information, or they may even find the answers they need in the FAQs under each heading. 

With an integrated search bar clearly accessible in the middle of the page, and additional menus at the 

foot of the page to drill down for more information, it's clean and simple.  

https://www.comm100.com/blog/
https://www.walmart.ca/en/help
https://www.walmart.ca/en/help
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Knowledge Base Best Practice: Make your main categories and search bar front and center.  

Evernote 

Another really simple knowledge base that maximizes the use of a search bar is Evernote. This note-

taking app has gradually become a core tool in my day to day life and I’ve been very pleased with the 

clean and simple features in its knowledge section. Finding out information whenever I was stuck and 

learning more about what the product could do was simple and easy and wasted no time at all. 

Like Walmart, Evernote have also chosen to go with a four-section categorization at the top of the page. 

Most queries will fall into one of these categories, and by providing these headings as a way to access 

further information, Evernote have made their knowledge base very simple to use. 

https://help.evernote.com/hc/en-us
https://help.evernote.com/hc/en-us
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Knowledge Base Best Practice: Keep your categories, and your design, simple and easy to 

understand. 

Eventbrite 

Eventbrite is another company that has got its customer knowledge base under control. Eventbrite is an 

event management and promotion website that allows visitors to find live events near them, as well as 

allowing event organizers to create an event with Eventbrite and use their online ticketing instruments 

to collect revenue.  

There two user groups will have distinct and separate questions, and mixing them together into one 

knowledge base would be confusing. Instead, Eventbrite have implemented a question to allow their 

customers to only view the knowledge base articles that are relevant to their needs. This is a great tactic 

for organizations with different user groups. 
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The page is also well designed with vibrant colors which are consistent with the brand’s colors. All in all, 

simplified choices right at the beginning help drive the right customers to the right articles, increasing 

usability and minimizing confusion. 

 

Knowledge Base Best Practice: Consider splitting your categories by customer type. 

U.S. Bank 

Banks have also come up with simple yet effective ways of offering self-service to customers. One such 

bank is U.S. Bank, which uses self-service solutions to simplify banking for their customers and to avoid 

long queues. The front page of their Customer Service Portal prominently lists top customer questions 

and provides easy access to the articles that can help. 

Instead of making the entrance to their knowledge base filtered by customer, U.S. Bank have decided to 

filter by product. This is a good tactic – the alternative here would be to have a single knowledge base 

for each question, and a series of product-specific variations within the same article. This could be 

confusing for customers who only need to access information relating to their product.  

Once again, search is simple to find – although perhaps not as prominent as other sites, who place a 

search box in the main content of the page. The theme throughout the site is crisp, clear and 

informative. 

https://www.eventbrite.ca/support/contact-us
https://www.usbank.com/en/personal/PersonalCustomerService.cfm


 

 

 
21 

 

Knowledge Base Best Practice: Consider splitting your categories by product. 

Lyft 

Lyft is another ride sharing company that is quickly picking up steam in markets around the world. Their 

Help Center is easy to use and nicely presented.  

Lyft have also implemented a menu that filters by customer, with different categories for riders and 

drivers – although the ‘Earnings and Promos’ menu seems to cover both audiences. 

Lyft have also implemented four frequently asked questions at the top of the page. This can be a good 

tactic, but remember that ideally you should only be presenting information to the customer that’s 

https://help.lyft.com/hc/en-us
https://help.lyft.com/hc/en-us
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relevant to them. It could be more appropriate to sort these questions under customer-specific menus, 

to avoid any potential confusion from customers. 

 

 

Knowledge Base Best Practice: Consider whether questions relating to specific customer scenarios 

would be better placed under category menus, or whether they are widely asked enough that they 

warrant a place on your main KB page entrance. 

Exacq  

More of a technical knowledge base than many of the others, Exacq Technologies offers a knowledge 

base to help installers struggling with their equipment.  

What makes this knowledge base really appealing is that the look, feel and structure is built to replicate 

the look and feel of a computer folder structure. In this way, Exacq have created a knowledge base that 

feels familiar to its audience, which will enhance its ease of use. 

https://www.exacq.com/kb/#loadCategory=e8c54873-9e79-36a7-30d5-4bd8424e2a5d
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Knowledge Base Best Practice: Use a UI design that your customer base will already be familiar 

with. 

Use Cases 

More and more companies are recognizing the role that knowledge bases play in providing a different 

type of service to their customers – one that’s available 24/7, on demand, and doesn’t require 

customers to go to the effort of contacting a customer service agent. 

A good example of a customer service use case is the Australian government’s self-service portal. Under 

the Department of Human Services, for example, people can sign up for Medicare, Child Support and 

inquire about changes in the availability of services.  

The Australian government benefits from this self-service channel because it puts less strain on 

customer care agents and office workers. These self-service instruments are also good for collecting 

engagement data to spot trends and plan for future service provision. 

Another use case for customer self-service is the patient portal by UABMedicine. It is a free to use portal 

where patients can have their medical questions answered. A number of doctors contribute answers, 

and visitors can easily find solutions.  

https://www.australia.gov.au/
https://www.uabmedicine.org/me
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Apart from this, the portal has a personalized page for patients to access parts of their electronic 

medical records. A directory is included which has most of the renowned healthcare providers that are 

well categorized by location, specialty (dentist, ophthalmologist, etc.) and gender. By selecting the 

center that you already go to for healthcare, the portal gives you personalized suggestions. This is 

bolstered by the FAQ section for easy accessibility to information. 

Best Practices, Whatever Your Use Case 

As you can see, there is no hard and fast rule when it comes to knowledge bases. The general guidelines 

though are all the same –  

 Make it easy to use and easy to find information 

 Sort information into relevant categories 

 Try to present the user with frequently asked questions 

 Provide a search tool in case they are looking for something else 

 Use UI elements your customers will be familiar with 

 Focus on helping – stay away from jargon – as the goal is to NOT have them need to call or chat 

with you! 
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About Comm100 

Comm100 is an enterprise-grade live chat software provider. Comm100 Live Chat allows businesses to 

exceed their customer’s expectations through a solution that makes serving customers simple. 

Customers can take advantage of clever automation, AI assistance and a customer-friendly interface 

that’s fast, easy and simple to use. 

Customers 

Accreditations & Partnerships 

Contact Us 

TEL | (778) 785-0464 E-Mail | sales@comm100.com

Fax | (888) 837-2011 Web    | www.comm100.com 

Follow us on |      

558 – 1771 Robson Street Vancouver, British Columbia V6E 4L2 Canada
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