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What is Knowledge Base

A knowledge base is a compilation of structured information with the purpose of helping people identify and solve issues through
content searching and retrieval or be informed about the product or service. The knowledge base is a very important component of
knowledge management.

Knowledge base with structured information makes it easier for content to be found and used. The most common types of
information provided by a knowledge base are frequently asked questions (FAQs), how-to instructions, installation procedures,
troubleshooting guidelines and white paper content.

Information available on a knowledge base is different from other forms of documentation. First, a knowledge base topic focuses on
only one idea because this makes the information easy to understand and find. Second, the length of the knowledge base topic is
short as it focuses more on the "how" instead of the "what".  Third, knowledge base topics are presented through a conversational
style to provide the reader with an informal, direct and effective way of getting the information.

Searching and retrieving content from a knowledge base is the most common method of delivering information to the reader. User-
friendly knowledge bases display the "Search" box in the center of the page and give simple hints on how to perform a search that
yields useful results. Presentation of the search results is also an important characteristic of a knowledge base because the
information becomes very noticeable to the user at a glance.

A truly effective and useful knowledge base is characterized by easily searchable information, solid structured content and an ability
to provide accurate and usable content where the reader is able to make sense of the information and resolve issues. The
effectiveness of the knowledge base is also characterized by the timeliness of its content and its ability to provide a specific solution
to a specific issue.
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User licensing explained

We often get asked how licensing works with respect to users and why we say you can have as many readers as you like.

Privileges
KBPublisher licenses are based around privileges. There are five default privilege groups -- contributor, author, editor, moderator and
administrator, and these are users who are licensed.

But there is also another group of users who can access your knowledgebase. These users have no privileges. These are the first two
groups of users in the chart below.

These users can't edit articles or files. They have no privileges. (If you are a staff user with the appropriate access and could see the
user details for these people you would see that Privilege field on the user screen is set to '__'.) These people can, however, read
articles, rate them and add comments if they wish. They can also use the Ask a Question facility to send emails to your
knowledgebase administrators.

Thus, when calculating what type of license you require for KBPublisher, you only need to consider those users for whom you will
assign privileges. In the diagram above, that is those users in the last five columns.

Roles
Does a user have to be assigned a privilege before you can assign them to a role?

No.

Example
Widget Inc. sells widgets. They use a knowledgebase to provide help and support for their customers. That same knowledgebase
provides support information for internal users. Internal users see the same information that external users (the companies who buy
the widgets) see, but they also have access to extra articles about troubleshooting, product returns, sales and so on. The company
has 100 employees, and 20 customers. Each customer (to make our sums easier) has 10 people who use the knowledgebase,
making a total of 200 customer users. That's 300 people in total who view the knowledgebase.

The readers of the database can be divided into the following three groups:

Customers
Support
Marketing

These are the reader users. Users who fall into these groups will be assigned roles, but no privileges. They have no impact on
licensing.

You control what these people see through roles.

Ten people manage the knowledgebase. These are:

Four authors
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Two contributors (two subject matter experts)
An editor
Two moderators
One administrator.

These ten people will be assigned privileges and may or may not also be assigned roles. These are the ones who must be licensed.

What KBPublisher license does Widget Inc. use?

They require ten 'users', so they can start with a 10 License Pack .

If Widget Inc. finds that their knowledgebase is so successful that they need to have more staff users (say 25), they can upgrade to
the 30 License Pack  simply by paying the difference between licenses.
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How you can use knowledge base

The knowledge base can be used in a variety of cases. It is possible to store absolutely any kind of information in it. The knowledge
base can be aimed at external or internal audiences and can serve different purposes depending on the audience. Common needs
met by using a knowledge base include:

Customer support
Knowledge exchange within the company
Business promotion

Customer support
The most popular use case for a knowledge base is customer support.

Many users prefer to solve problems by themselves, without contacting the support service personally by phone or through the
system for processing requests by e-mail. In this case, a well-structured and clearly written knowledge base makes it easier to find
the information they need, and reduces the time spent by the client to find a solution to the problem. This significantly reduces the
number of calls to the company's support service.

The knowledge base works around the clock and seven days a week. If you have clients living in a different time zone, country, or
continent, then the important information stored in the knowledge base will be available at any time, even outside of your usual
business hours.

Knowledge exchange within the company
A knowledge base can be a convenient tool for sharing knowledge within each department of the company.

Centralized data storage helps the company's employees not to miss or lose all-important information.

A knowledge base helps optimize business processes. For each work issue, you can develop a scheme of worked out actions, then
approve it and place it in the knowledge base. Employees can go to the knowledge base and receive a ready-made procedure for
actions on a particular case.

A knowledge base allows you to speed up learning for new employees. You can use the knowledge base to store regulations,
instructions, templates, reports, and other documents that new employees must become familiar with before starting their jobs. In
this case, new employees learn by themselves without drawing more experienced employees away from their work.

Business promotion
A knowledge base can serve as a tool to promote and develop your business.

The knowledge base provides analytical and statistical reports that are based on data about its users' actions. The data allows you
to analyze the needs of your customers and develop strategies to satisfy them.

By developing high-quality knowledge base content and  keeping it up to date, you promote your product or service. If the content
turns out to be useful to your clients, they will share the information with others, thereby increasing the number of visits to your site.
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How to organize your knowledge base

Before you start creating a knowledge base, it is very important to think through its structure.

In this article, we will look at the main issues that need to be carefully considered for the knowledge base to fulfill its intended
purpose and for end users to find it easy and convenient to use.

1. Determine the purpose and themes
When creating a knowledge base, it is necessary to determine the intended audience. A knowledge base will fulfill different
purposes and have different content depending on whether it's aimed at an external or internal audience.

Once you have defined your audience, find out their needs. These needs will be the basis for new topics in the knowledge base.

You can use the following materials to search for topics:

answers to frequently asked questions from customers or users,
documentation on the new release of the product or service,
internal documents with information that may be useful to users,
feedback and reviews left by clients,
conducted surveys, and much more.

Compile all the relevant information. You probably have content that you can add to your knowledge base right now.

2. Think over the layout of the knowledge base and its structure
The next important step in creating a knowledge base is selecting its proper structure.

The layout will allow you to determine where and how the information will be arranged, as well as how the sections will look to the
end user. The structure will give you an idea of how to organize the information for better navigation and search.

In the knowledge base, you can create categories and publish articles devoted to specific topics.

3. Generate article templates for each section of the knowledge base
There are many advantages to using ready-made templates when writing articles in the knowledge base. Ready-made templates
simplify the process of writing articles and reduces the time spent on their design. Templates can contain fields that are already
predefined for the article. This will allow the author to focus on writing the content of the article rather than wasting time filling out
those fields.

Consistency across articles keeps the knowledge base neat and helps users navigate the content better.

Templates can contain explanations that help the author write the main content of the article. For example, a template for a How to
article might look like this:

Title
Introduction (2-3 sentences)
Step-by-step sequence of actions
Conclusion (1-2 sentences)

4. Think over the procedure for publishing the finished content
You should determine in advance the procedure for publishing finished content.

Decide who will write articles and who will approve and publish them. Then, in the knowledge base, create and assign roles to
everyone who participates in the procedure: i.e., writing, approval of articles, etc.

It is important to keep in mind that the publishing procedure may differ depending on the type of content.

Schedule the time when the material will be published. Also, decide when you need to update or delete outdated articles.

5. Set visibility of articles
You should always control visibility of or access to articles ‒ what external users can see and what internal employees can see. You
must not allow certain documents, especially confidential ones, to be in the public domain for everyone.

Employees who are responsible for publishing content should set visibility and access parameters for that content, considering the
intended audience. For example, certain HR documents should only be accessible to HR staff, etc.

To securely store the company's intellectual property and prevent leakage of confidential information, pay special attention to
setting access rights to all materials in the knowledge base. You can define and assign privileges that allow only some activities:
viewing, editing, deleting, downloading, printing, commenting, etc.
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6. Improve access to the knowledge base
The knowledge base is effective only if users can find it quickly.

Place a link to the knowledge base in the menu of your website or, better yet, on all pages of the website. Consult with designers
and other specialists who can tell you how to make the knowledge base easily accessible to your website users.
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Corporate knowledge base

The main goal of a corporate knowledge base is to reduce time and labor costs spent in performing typical tasks. A knowledge base
is a convenient and accessible collection of working information that can be presented in different ways.

Why do you need a corporate knowledge base?
Any company that wants to thrive cannot do without a well-structured system for storing corporate information. Each employee
needs access to various documents, best practices, instructions, and other materials. By organizing a knowledge base in your
company, you will receive these benefits:

1. Centralized storage of documents . All important and necessary information is stored in one place for employees.
2. Optimized business processes. It is very convenient to store all instructions and action steps in the knowledge base. For

each work issue, you can develop a procedure, then you can approve it and place in the knowledge base. If necessary, your
employees can search the knowledge base about this issue and receive a ready-made process for how to handle a particular
issue.

3. Reduced interruptions. You can store answers to frequently asked questions about your company's services or about a
released product in the knowledge base. Hence, there is no need to distract managers and colleagues from their work.

4. Rapid onboarding. It takes a long time to train newcomers, which is why  workforce productivity is extremely low during the
first 2-3 months on the job. A significant amount of ramp up time is saved if you have a knowledge base. It also saves time for
employees who are responsible for training new joiners, since there is no need to explain information that is available for self-
study in the knowledge base.

What content a corporate knowledge base can contain
Each department of a company has its own specific information that you should place in the knowledge base. Here is a list of
content that you may want to keep in your corporate knowledge base:

List and description of products and services offered by your company.
List and description of the tools involved in the work.
Internal regulations, standards, procedures, reports, regulatory documents, etc.
Templates for standard documents.
Answers to employees' frequently asked questions.
Useful articles, guides for actions.
Recommendations for solving certain work tasks.
Reference information.
Articles describing successful unconventional approaches to problem solving.
Educational materials. Video seminars, lectures, video and audio recordings of successful negotiations, conversations with
customers and contractors, etc.
Video tutorials. For example, in the accounting department, it is useful to create video lessons on performing any important
operations, so that if one of the accountants is absent, his colleagues can perform his work.
Internal news feed. This is a source of knowledge about the inner workings of your company, its employees, their
achievements, the state of affairs of the company. The feed can also contain important information for employees, notifying
them about upcoming events / activities, work problems, etc.
Industry news. Include a news feed collected from selected external news resources in the knowledge base.
Profiles of employees, with brief information. For example, full name, position held, department, location, contact information,
projects in which he or she is involved, current status (In State, Out of Office, On Vacation, On Sick leave, On a business trip,
etc.).

How to maintain a corporate knowledge base
To support and expand the knowledge base, it is necessary to develop a special procedure that includes:

Basic principles of classification of both existing and new information. It is necessary to clearly define criteria by which you can
house information within one or another section of the knowledge base.
Responsibility for the relevance of information. It is important to assign people responsible for a particular article or a whole
section of the knowledge base, including who will keep the information current.
Rules for entering information into the knowledge base. Develop a detailed step-by-step procedure for adding information into
the knowledge base.

It is very important to organize the work so that your employees expand the knowledge base themselves and keep it up-to-date.

Often employees refuse to share their professional experience. It is necessary to make significant changes in the corporate culture of
the company to encourage sharing of knowledge. When preparing to implement a corporate knowledge base, it is advisable to
discuss this issue with top managers. Knowledge exchange is possible only with the support and involvement of the company's
management.

For example, after drawing up a strategy for implementing a knowledge base, managers should consider different types of rewards
for sharing useful professional information within the company. At the same time, employees should understand that sharing
valuable experience does not mean losing something, but gaining. For example, employees can gain authority, reputation, real cash
bonuses for an idea, the opportunity to be a part of the talent pool, etc.
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