Knowledge base articles template
Use the following essential knowledge base article templates to create clear, consistent, and scalable customer support documentation.
Troubleshooting articles template
## Title: [State the exact issue clearly]
## Problem:
[Describe what the user experiences]
## Why this happens:
[List the most common causes of the issue]
* [Cause 1]
* [Cause 2]
* [Cause 3]
## Resolution:
[Provide step‑by‑step instructions in the order they should be attempted]
· [Step 1]
· [Step 2]
· [Step 3]
## Additional references:
Add links to related or prerequisite articles
* [Link to related content]
* [Link to related content]
* [Link to related content]
## Contact support:
If the issue continues, [explain how users can reach support].
___________________________________________________________________________
FAQ articles template
## Frequently Asked Questions
Find answers to the most frequently asked questions about this topic [title].
### Question 1:
[Answer]
### Question 2:
[Answer]
### Question 3:
[Answer]
### Question 4:
[Answer]
### Additional information:
(Include only if it adds value and helps users complete the task.)
· [Link to related documentation]
· [Link to related troubleshooting article]
· [Link to related product or feature overview]
If the question is not answered here, contact support: [Support option or method].
___________________________________________________________________________
Product or feature overview template
## Title: [Feature or module name]
## Description
Provide a summary covering the main use cases, core functionality, and the value it delivers.
## Key features
List the feature's most important capabilities using short, direct bullets.
· [Feature 1]
· [Feature 2]
· [Feature 3]
## Technical details
Include essential requirements or specifications relevant to the product or feature (e.g., supported environments, settings needed, system, browser, platform, limitations).
## Best practices
Share helpful recommendations for achieving smooth use, avoiding common mistakes, or ensuring long‑term performance.
## Additional information
Include optional items such as:
· Related articles
· Setup or configuration guides
· Compliance notes, permissions, or visibility settings
· Links to product updates or release notes
## Contact support:
If users need help with setup or experience unexpected behavior, explain how they can reach the support team.
___________________________________________________________________________
Glossary of terms template
## Title: [Customer support glossary]
## Introduction:
Provide a brief overview explaining that this glossary defines commonly used terms within your product or service.
## Term 1:
Definition: [Short, clear explanation]
## Term 2:
Definition: [Short, clear explanation]
## Term 3:
Definition: [Short, clear explanation]
## Additional references:
· [Related product overview]
· [Related how‑to or troubleshooting article]
## Contact support:
If users need help understanding any term, explain how they can reach support.
___________________________________________________________________________
Getting started articles template
## Title: [Getting started with feature X]
## Overview:
Briefly introduce what the user will accomplish in this guide.
## Prerequisites:
· [Requirement 1]
· [Requirement 2]
## Step‑by‑step setup:
1. [Step 1]
2. [Step 2]
3. [Step 3]
## Key actions to try next:
· [Action 1]
· [Action 2]
## Additional references:
· [Helpful how‑to article]
· [Related FAQ]
## Contact support:
Explain how users can get help if they run into issues.
___________________________________________________________________________
Release notes template
## Title: [Release Notes – Version/Month]
## Overview:
Summary of what’s included in this release.
## New features:
· [Feature 1 + short explanation]
· [Feature 2 + short explanation]
## Enhancements:
· [Improvement 1: include what changed, why it matters, and how to use the new capability]
· [Improvement 2: include what changed, why it matters, and how to use the new capability]
## Bug fixes:
· [Fix 1]
· [Fix 2]
## Actions required:
· [Action 1]
· [Action 2]
· [Action 3]
## Additional references:
· [Link to detailed documentation]
· [Previous release notes]
## Contact support:
Add instructions for reporting issues or requesting help.
___________________________________________________________________________
Policy article template
## Title: [Policy Name]
## Overview
Briefly explain the purpose of this policy and who it applies to.
## Policy details
· Requirement 1
· Requirement 2
· Requirement 3
## Exceptions
List any situations where the policy does not apply.
## Responsibilities
Explain who is responsible for following or enforcing the policy.
## Related resources
Add links to supporting articles, terms, or documentation.
## Contact information:
If you have questions about this policy or need clarification, explain how users can contact support.
___________________________________________________________________________
Troubleshooting decision tree template
## Title: Troubleshooting [Issue Name]
## Overview
Briefly explain the issue and the goal of the troubleshooting process.
## Symptoms
Common signs that indicate this issue may be occurring.
## Step 1: Initial check
Question: [Diagnostic question]
· If Yes → Go to Step 2
· If No → Go to Step 3
## Step 2: Verify configuration
Provide instructions to check settings, permissions, or requirements.
## Step 3: Test the system
Explain how users can validate whether the issue persists.
## Resolution
List the recommended fix based on the troubleshooting outcome.
## Escalation path
If the issue remains unresolved, explain how to contact support or submit a ticket.
## Related resources
Link to relevant setup guides, FAQs, or documentation.
___________________________________________________________________________
Video tutorial article template
## Title: How to [Complete Task]
## Overview
Explain what users will learn from the video.
## Watch the tutorial video
[Embed Video]
## Key steps covered
1. Step one
2. Step two
3. Step three
## Important notes
Highlight prerequisites, requirements, or limitations.
## Related articles
Link to supporting documentation and troubleshooting guides.
## Frequently Asked Questions
Answer common questions related to the tutorial.
## Contact support:
If users need additional assistance beyond the tutorial, explain how they can contact support.
___________________________________________________________________________
Known issue or incident notice template
## Title: Known Issue: [Issue Name]
## Issue summary
Describe the problem and affected functionality.
## Status
· Investigating
· Identified
· Monitoring
· Resolved
## Impact
Explain who is affected and what functionality is impacted.
## Workaround
Provide temporary steps users can take while a fix is being prepared.
## Resolution progress
Share updates and milestones as they become available.
## Last updated
[Date and Time]
## Contact support:
If users require further assistance or are experiencing a different issue, explain how they can reach support.
___________________________________________________________________________
Onboarding checklist template
## Title: Getting Started Checklist
## Before you begin
List prerequisites and requirements.
## Setup tasks
☐ Create an account
☐ Configure settings
☐ Invite team members
☐ Connect integrations
☐ Import data
☐ Complete first workflow
## Training resources
Link to tutorials, videos, and documentation.
## Verification
Explain how users can confirm setup was completed successfully.
## Next steps
Recommend advanced features or additional resources.
## Contact support:
If users need help completing any setup step, explain how they can contact support.
___________________________________________________________________________
API or integration guide template
## Title: Integrating [Product] with [Platform]
## Overview
Explain what the integration does and its benefits.
## Prerequisites
· Requirement 1
· Requirement 2
· API credentials
· Required permissions
## Step 1: Generate credentials
Provide instructions.
## Step 2: Configure the connection
Provide setup steps.
## Step 3: Test the integration
Explain how to verify successful implementation.
## Troubleshooting
List common issues and resolutions.
## API reference
Link to endpoint documentation and developer resources.
## Related articles
Add links to setup, authentication, and migration guides.
## Contact support:
If users encounter integration issues or need implementation assistance, explain how they can reach support.
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