Knowledge Base Launch Checklist
Use this checklist before launching your knowledge base to ensure it is organized, searchable, and ready for users.
Planning and strategy
· ☐ Define the purpose of the knowledge base.
· ☐ Identify your target audience (customers, employees, or both).
· ☐ Set measurable goals, such as reducing support tickets or improving self-service adoption.
· ☐ Review support tickets, chat logs, and customer feedback to identify common questions.

Content organization
· ☐ Create a clear category structure.
· ☐ Define subcategories where necessary.
· ☐ Use descriptive category names that users can easily understand.
· ☐ Plan internal linking between related articles.

Platform setup
· ☐ Select a knowledge base platform.
· ☐ Configure user permissions and access controls.
· ☐ Enable search functionality.
· ☐ Customize branding and design elements.




Content creation
· ☐ Create standard article templates.
· ☐ Develop style and formatting guidelines.
· ☐ Publish FAQs and high-priority support articles.
· ☐ Add onboarding, troubleshooting, and account-management content.
· ☐ Review content for clarity, accuracy, and consistency.

Search and user experience
· ☐ Use clear, keyword-focused article titles.
· ☐ Add article summaries and metadata where applicable.
· ☐ Test category navigation.
· ☐ Verify internal links.
· ☐ Optimize the experience for mobile users.
· ☐ Ensure content is easy to scan with headings, lists, and visuals.

Quality assurance
· ☐ Check for outdated or duplicate content.
· ☐ Proofread all articles for grammar, spelling, and formatting issues.
· ☐ Test common user journeys and search queries.
· ☐ Verify that screenshots and visuals are up to date.




Launch preparation
· ☐ Publish the knowledge base.
· ☐ Announce it to customers and internal teams.
· ☐ Add links from your website, support portal, and product interface.
· ☐ Train support agents on how to use and contribute to the knowledge base.

Post-launch optimization
· ☐ Monitor article views and search queries.
· ☐ Track ticket deflection and self-service performance.
· ☐ Collect user feedback and article ratings.
· ☐ Schedule regular content reviews and updates.
· ☐ Assign ownership for ongoing maintenance.
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