
SaaS Knowledge Base Checklist

Content Organization & Structure

Categorize and Structure Content:

Create clear sections and categories to organize articles logically (e.g., 

"Getting Started," "Troubleshooting," "Billing," "Account Management," 

"Integrations").

Use a hierarchical structure with main categories and subcategories for 

easy navigation.

Consider using tags to categorize articles by topic or keywords.

Optimize for Findability:

Use a table of contents to provide an overview of the knowledge base 

structure.

Implement breadcrumbs to show users their current location within the 

knowledge base.

Interlink related articles to guide users to relevant information.

Content Creation & Formatting

Write Clear and Concise Content:

Use clear, concise, and user-friendly language, avoiding technical jargon.

Write in a conversational tone that is approachable and easy to 

understand.

Focus on answering common user questions and addressing their pain 

points.

Keep articles focused and to the point, breaking down complex topics 

into smaller, digestible chunks.
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Advanced Features (Optional)

Implement Advanced Features. Consider adding features like:

� Interactive tutorials and walkthrough�

� Troubleshooting wizard�

� Community forum�

� Chatbot�

� Multilingual support

Maintenance & Optimization

Keep Content Updated:

Regularly update the knowledge base with new information, solutions, 

and product updates.

Remove outdated or irrelevant content to maintain accuracy and 

relevance.

Establish a content review schedule to ensure all articles are up-to-date.

Gather User Feedback:

Solicit feedback from users on the helpfulness and usability of the 

knowledge base.

Use feedback forms, surveys, and analytics to identify areas for 

improvement.

Monitor user search queries to understand what information users are 

seeking.

Promote Your Knowledge Base:

Make your knowledge base easily accessible from your website and within 

your SaaS application.

Promote your knowledge base through email campaigns, social media, and 

in-app messages.

Encourage users to utilize the knowledge base as a primary resource for 

support.


