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How to Write an Effective Knowledge Base
Article: A Step-by-Step Guide
 Ajay Chadha

A well-crafted knowledge base article helps users solve problems efficiently, reduces support load, and enhances user
experience. Here’s a step-by-step guide to doing it right highlighting the best practices for writing knowledge base articles:

1. Identify the Purpose of the Article
Before writing:

Define who the article is for (end-users, admins, developers, etc.).
Understand what problem it solves or what question it answers.
Choose the article type: how-to, troubleshooting, FAQ, reference, or feature overview.

Example:
Goal: Help users reset their account password.
Type: Step-by-step how-to guide.

2. Write a Clear and Descriptive Title
Your title should:

Be specific and action-oriented .
Include keywords users are likely to search for.
Be specific, avoid vague words like “stuff” or “thing”.

✅  Good Title: "How to Configure LDAP Integration in PHPKB"
❌  Bad Title: "LDAP Stuff in PHPKB"

3. Start with a Summary or Introduction
The first paragraph should:

Quickly explain the problem or goal.
Tell the reader what they’ll learn or achieve.
Include a short description of prerequisites, if any.

Example:
"This article walks you through the steps to reset your PHPKB admin password. This is useful if you've forgotten your
password or are locked out of your account."

4. Include a Table of Contents (For Long Articles)
Why it matters:

Helps users navigate quickly to the section they need.
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Reduces frustration by avoiding unnecessary scrolling.
Enhances accessibility and SEO.

✅  Best Practices:

Use anchor links for each heading.
Place the TOC right after the intro.
Auto-generate TOCs if your KB software supports it (e.g., PHPKB’s content editor).

Example:

Table of Contents

1. Overview

2. Requirements

3. Configuration Steps

4. Troubleshooting

5. FAQs

5. Outline the Steps Clearly
Break down the solution into clear, numbered steps:

Write one actionable step per line.
Use simple, concise language.
Add sub-steps or tips if needed.

Tips:

Use bold for buttons or menu items.
Include screenshots to support visual learners.
Highlight warnings or important notes using icons or boxes.

6. Include Visual Aids Where Needed

Use screenshots, diagrams, or GIFs to illustrate each major step.
Label screenshots to make them easy to follow.
Keep images up to date with product changes.

Pro Tip: Use callouts like arrows or circles to draw attention to UI elements.

7. Add Tips, Warnings, and Notes
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Use special formatting for different kinds of helpful info:Helpful formatting:

? Note: Additional context or useful info.
⚠️ Warning: Prevent user mistakes or damage.
? Tip: Shortcuts or alternative methods.

Example:
Tip: You can also reset your password via the "Forgot Password" link on the login page.

8. Link to Related Articles
At the end or within the content:

Suggest related how-tos, troubleshooting, or concepts.
Link to setup guides, definitions, or advanced usage.

? Example:
See also: [How to Change Your Username] | [Two-Factor Authentication Setup]

9. Add a Call-to-Action (CTA) or What’s Next
Close with:

Think about what users should do next and offer a logical next step.
A prompt to contact support if the article didn’t help.
Optional feedback request ("Was this article helpful?")

Example:
"Still stuck? [Contact Support] or visit our [Troubleshooting Guide] for more help."

10. Optimize for Search Engines (SEO)

Use natural language and relevant keywords in the title and body of the knowledge base article.
Include alt-text for images.
Keep paragraphs short and use bullets/lists.
Add structured metadata (if your KB supports it).

11. Review, Edit, and Maintain

Proofread your article to check grammar, clarity, and formatting.
ASk someone to follow the steps and test them.
Update regularly for product changes, UI tweaks, or new best practices.

Pro Tip: Set reminders to audit and update your articles every 3–6 months.

✅  Final Authoring Checklist
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S.No. Item Status

1 Clear Title with Keywords ⬜

2 Summary/Introduction ⬜

3 Table of Contents (if needed) ⬜

4 Numbered Steps ⬜

5 Screenshots or Videos ⬜

6 Notes, Tips, and Warnings ⬜

7 Links to Related Articles ⬜

8 Call to Action / Next Step ⬜

9 SEO Optimized ⬜

10 Reviewed & Updated ⬜

Why PHPKB Makes This Easier
Templates: Start with pre-built structures for FAQs, SOPs, etc.
Version Control: Compare edits and revert if needed.
AI Assistance: Auto-suggests links and optimizes content.

Example Workflow in PHPKB:

1. Select a template → 2. Fill placeholders → 3. Add media → 4. Publish → 5. Analyze engagement.

Key Takeaways
✅  Structured articles = faster resolutions.
✅  Visuals and simplicity boost usability .
✅  Templates + versioning save 50%+ time.
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