
Creating  
AI-friendly help 
center articles
Templates and tips for training AI  
to deliver 5-star customer service

Looking for help?



FOREWORD

Trustworthy AI starts 
with strong knowledge 
management


 
52% of customers are interested in AI helping them through a product, 
website, or feature experience. But the customer experience AI provides 
can only be as robust as the data source it learns from: your help center. 


A help center has long been a support teams’ number-one source of 
truth, but its importance is only growing in the age of AI. For AI to 
provide your customers accurate answers, knowledge management 
needs to be a top priority. 


A knowledge base with outdated help articles increases the risk of AI 
hallucinations, where AI shares false information as the truth. This can 
damage your brand’s reputation, and unhappy customers may take 
their dissatisfaction to court, like honoring a refund policy made up by 
a chatbot.

In this guide, we’ll cover what it takes to prepare AI to deliver 
exceptional customer service, including:


1

2

As customer service teams explore how AI can enhance their service, 
I'm excited to share this resource to help them lay the groundwork for 
reliable AI-assisted support.

Best practices for structuring help center articles 
optimal for AI learning

Tips for successful knowledge management

Best-in-class help articles and why they’re 
effective at powering AI-assisted service

Kenji Hayward
Head of Support, Front

2 Air Canada must honor refund policy invented by airline’s chatbot. Arstechnica

1 AI in the customer experience: The ups, downs, and up-and-coming opportunities. SurveyMonkey

https://arstechnica.com/tech-policy/2024/02/air-canada-must-honor-refund-policy-invented-by-airlines-chatbot/
https://prod.smassets.net/assets/content/sm/The-SurveyMonkey-CX-and-AI-report.pdf


How to format help 
center articles
A well-structured help center article guides AI to offer accurate 
solutions to customers to resolve their issue. Keep your articles 
simple, straightforward, and easy to understand. Think of it like a 
recipe: Provide clear, step-by-step instructions that can be universally 
followed by all walks of life, novice or veteran, human or AI.  


How you format a help center article will vary greatly depending  
on your industry, customer base, and complexity of your product 
or service, so you’ll need to see what works best for your 
customers. For example, Airbnb’s help article might be able to 
resolve guest issues simply with text, whereas Microsoft’s help 
article might need more images to help explain a software issue. 


But first, a couple of key terms you should know:

RAG: Retrieval-augmented generation is the mechanism for AI to 
index your knowledge base and retrieve relevant information

LLM: A large language model (LLM) is trained on large datasets to 
recognize and generate human language

After your knowledge base is uploaded to the AI generator, correctly 
identifying relevant info to communicate to the customer is like a baton pass 
from RAG to LLM. Here’s what that looks like when your customers engage 
with your AI-powered chatbots:

How does AI learn from a knowledge base? 

Customer 
asks AI a 
question

Customer 
receives  

AI-generated 
reply

AI sources 
relevant  

knowledge base 
articles (RAG)

LLM generates 
the answer

Rigorous QA to prevent inaccurate answers



The makeup of an 

A+ help center article
Standardizing help center articles keeps the experience 
consistent for customers, makes it easier for AI to learn from 
structured content, and saves human agents a ton of time 
when creating new help content. 



Here are a few best practices worth following across all of 
your content:

DO

Break up sections with headers and subheaders  
Well-structured content is easier to interpret and  
faster to read context — for humans and AI alike

DO

Incorporate bulleted or numbered lists 
They’re a lot easier to read than long paragraphs,  
and AI can serve the content that way too

DO

Use the same vocab your customers do 

Include familiar keywords, so AI can recognize and relay  
those same search terms when customers need help

DO

Prioritize essential information at the top of the article

Cover any prerequisites or limitations upfront for AI to 
include in its answer and not waste anyone’s time

DON’T

Overexplain or use jargon

Only include the info the customer needs to know in plain 
language, so AI can also provide a more accessible answer

DON’T

Repeat solutions across multiple articles

Each article needs to contain a unique, exhaustive answer.  
If AI has to cite more than three sources, consider 
consolidating. 

DON’T

Forget to pair multimedia with step-by-step instructions

AI still relies primarily on the context provided by text to craft 
an answer



A clear blueprint  
for humans or AI

There’s no one-fits-all template, but here’s a general framework 
that can be fitted according to your business needs:

“Lyft’s ride types overview” flags  
that not all ride types are available in 
certain cities.

Lyft’s help article 
- in just five words, the 

end user can confirm this is the help 
they need.

“Report an accident 
or collision” 

4 Instructions
Step-by-step guidance to use the product or service effectively

5 Multimedia
Supplementary visuals like GIFs, video, or static images help give additional 
clarity. Some helpful tools to quickly create these assets include:

loom zoom Canva Giphy

6 FAQs
Answers common follow-up or troubleshooting questions 

7 Related links
Include a list of related articles or resources


3 Overview
A short intro that further describes the issue presented from the title, including any 
critical information that the user would need to know at the start. For example:

1 Table of contents
Helps customers preview article content or skip to the relevant section

2 Title
The title needs to be concise to show relevance right off the bat. For example: 

https://help.lyft.com/hc/en-us/all/articles/115012927427-Lyft-ride-modes-overview
https://help.lyft.com/hc/en-us/all/articles/360018628473-Report-an-accident-or-collision
https://help.lyft.com/hc/en-us/all/articles/360018628473-Report-an-accident-or-collision
https://www.loom.com/
https://www.zoom.com/en/products/video-recording/
https://www.canva.com/
https://giphy.com/create/gifmaker


Help center article 
structure 101
Let’s walk through each component of a help center article:


7

6

5

4

3

2

1 1 Table of contents

2 Title

3 Overview

4 Instructions

5 Multimedia

6 FAQs

7 Related links



Putting 
templates into 
practice

Best-in-class article examples from 
leading brands



Show and tell to make 
learning a breeze
Jebbit, an interactive experience platform collecting first-party 
data, describes how to use their platform to make product-
match quizzes.


Jebbit Help Center↗ Full article ↗

Detailed 
walkthrough with 
screenshots



All the common 
questions are 
covered in the 
FAQ section



Video tutorial? Yes, 
please  Even a quick 
Loom brings so much 
more clarity



https://help.jebbit.com/en
https://help.jebbit.com/en/articles/229057


We realized explaining the use or 
purpose of a certain feature within  
an article was only one part of the 
equation in helping customers.



Including FAQs not only helps answer 
the majority of our users’ common 
questions, but also serves as canned 
responses for AI.

Saumya Trivedi
Customer Support Manager



Answers clearly 
mapped out
Structured, a digital planning mobile app, shows its users the 
lay of the land of the app so they can quickly start tracking  
and organizing their tasks.

Structured Help Center ↗ Full article ↗

Table of contents gives a quick 
overview of the app’s functions



Icons are defined to 
familiarize the user 
with the app’s user 
interface 



https://help.structured.app/
https://help.structured.app/en/articles/380546


Know your customers when writing 
help content and ask for their 
feedback regularly.   

For example, we set up our AI-powered 
chatbot to ask if the content was 
helpful during a chat conversation.  
It keeps our knowledge base relevant 
and our self-service on point.

Kevin Kimmig
Director of Communications



Breaking down  
complex topics
Boundless Immigration, an immigration services platform,  
helps their customers navigate through a complex system  
of immigration rules and regulations.

Mario 

Welcome to Boundless Immigration Customer Support! To better  
serve you, please provide your contact details and we will connect  
you with a live agent.

Name


Email


Phone number


Have you already paid your fees or setup your payment plan?



It's okay to answer "no", we have a special team to welcome you!


What type of assistance do you need?


What is your specific U.S. immigration question? Please specify the 
type of visa or form you are inquiring about in your question.



Example: "What is the processing time for the I-129F form at USCIS?"


Let me look that up for you.


Source








Did that answer your question?


(via chatbot)



Mario



mario@email.com



123-456-7890



Yes



Question about USCIS or Visa Processing



What is the processing time to attain a green card for my spouse?



The processing time to attain a green card for your spouse varies based 
on several factors, including whether you are a U.S. citizen or a green 
card holder, and whether your spouse is applying from within the United 
States or abroad. Here are some details:



1. **For spouses of U.S. citizens applying from within the United States 
(Adjustment of Status - Form I-485)**:

- The median processing time is approximately 9.4 months.



2. **For spouses of U.S. citizens applying from abroad (Immigrant Visa - 
Form I-130)**:

- The median processing time is approximately 11.4 months.



3. **For spouses of green card holders**:

- The process is more complex and involves longer wait times. The  
wait time is currently about one and a half years before submitting the 
green card application, and once submitted, the processing time is 
typically within 13.5-20.5 months.



Please note that these times are subject to change and can vary based 
on individual circumstances and USCIS processing times.



Yes

Chat conversation with Mario

M

AI RESOLVEDCOMPANY-W... >        

Changing your immigration Status from H1B to Permane...

USCIS Processing Times - June 2024

USCIS Processing Times - June 2024

Changing your immigration Status from H1B to Permane...

Boundless Immigration Help Center ↗ Article 1 ↗ Article 2 ↗

Article keywords match 
customer search terms  



AI scans headers and 
keywords to source 
content from multiple 
articles



Answers clearly 
listed at the 
beginning of 
the article in a 
bulleted list

https://help.boundless.com/en
https://help.boundless.com/en/articles/883264
https://help.boundless.com/en/articles/497216


Our customers’ questions often 
involve complex topics, like 
immigration application processing. 
By incorporating keywords, bulleted 
lists, and tables into our help 
articles, our AI is able to quickly 
source and summarize solutions 
across our knowledge base.

Erik Finch
Director of Operations



Resonate with  
example scenarios
Front, a customer service platform, illustrates the value of a 
feature through common use cases.

Front Help Center ↗ Full article ↗ Example use cases show 
different ways the 
feature can be applied 
to benefit workflows

Screenshots help the 
customer visualize the 
supportive text for 
quicker understanding

Table of contents allows 
the customer to jump to 
the section they need



Prerequisites listed 
early on to level set 
expectations

https://help.front.com/
https://help.front.com/en/articles/2243


Keep your help content simple but 
complete. Articles should provide  
just the right amount of information 
without skipping steps and over-
loading users with details. Sometimes 

I ask myself, ‘would this article help 
customers learning this for the first 
time without overwhelming them?’



If the information is easy to find and 
understand, that’s one less ticket to 
Support or one more resolution for AI.

Karen Nguyen
Sr. Support Program Specialist



Help center article template

Ready to start drafting? Duplicate this  and make it your own.Google Doc template

https://docs.google.com/document/d/1sPJsnKJqvvDjntSkjFexs5UGYw8zE7JP2YQmHGyseJY/edit


How to analyze help 
article performance
Tracking whether or not a help center article resolved a 
customer issue isn’t always as clear cut as the number of 
thumbs up or down votes. There’s no guarantee that 
customers will leave their rating, so measuring the 
effectiveness of the article requires a multi-view approach 
across a few metrics.

Assessment Example metrics How to use these insights

Did the article adequately 
resolve the problem so the 
customer did not need to 
reach out to an agent?


� Reduced ticket volum�
� Deflection rat�
� Unique users vs. unique 

visitors who submit an inquir�
� AI resolution rate

If there are still incoming 
inquiries for the issue, see what 
information is missing. Or the 
article could potentially be 
confusing and needs to be 
explained differently.

Are you covering the right 
topics or is your help 
center missing a critical 
article?

� Searches with no result�
� Search CT�
� Customer inquiry to  

search rati�
� Pages per session

Search results can help identify 
the keywords your customers 
are using or gaps in your 
knowledge base content. User 
behavior within your help center 
can also show you whether or 
not they reach resolution.

Are the articles relevant 
and getting read in their 
entirety?


� Unique view�
� Session�
� Bounce rat�
� Scroll dept�
� Article rating or customer 

feedback

User behavior within an article 
can indicate whether or not the 
content is useful. Evaluate all 
these collected signals to see 
whether or not your article 
needs to be revised to improve 
these metrics.

Closer look: Are my customers self-solving with my help content?

Track help center traffic that didn’t raise a ticket over a period of time (example: 1-7 days). There 
are a couple of ways to calculate your help center’s success, depending on your analytics:1

# views

estimated average #views/issue
-----------------------------------------% of sessions or visits 

without human assistance
or

1 Service Engagement Measures Spreadsheet. Consortium for Service Innovation

https://library.serviceinnovation.org/KCS/KCS_v6/Understanding_Success_by_Channel/040_Measures_Spreadsheet


Using metrics to guide 
your help content 
strategy
Regularly review article performance like views, sessions, and 
search results to prioritize which pieces to update, improve, or 
create. Ideally, this should happen on a weekly or monthly basis 
so your customers (and AI) have access to the most up-to-date 
information.

If ticket volume is high, track topic trends to see if  
you need to create new articles for repeat questions. 

If there’s an existing article and tickets are opening 
on the same topic (meaning it has a low deflection 
rate), revisit the article to see if it needs updating or if 
it’s too difficult to find (article categorization is 
another important consideration for accessibility).


If AI isn’t serving the right answers in customer chats, 
check its sourced article(s) to see if they need to be 
optimized for AI indexing, e.g. proper titles, headers, 
subheaders, etc.

I look into our knowledge base analytics every month to check 
the top 10-20 most trafficked articles are up to date. Cross-
referencing the keywords our customers are using match the 
keywords within the article is also important — it increases the 
chance they’ll find what they’re looking for.  


Karen Nguyen
Sr. Support Program Specialist

Front



Healthy knowledge 
base, happy customers
Keeping your articles up to date is like watering plants regularly 
— it's essential for the health of your knowledge base. Whether 
or not you have a dedicated knowledge manager, everyone in 
your organization has a role to play in keeping your knowledge 
base up to date.



That’s the customer success manager who forwards customer 
feedback about a confusing step in a help article. The product 
manager who spots a typo when linking an article in an email 
and flags it to the support team. Each of these inputs helps 
support teams improve their knowledge content.



The more you stay on top of your articles, the better your AI will 
be at helping customers on its own, and your agents can focus 
on the more complex issues. We cover how to manage your 
knowledge base more in depth in our , 
including how to structure your content hierarchy, increase 
article visibility, and more.

self-service guide

The more closely you monitor your content and its performance, the more 
manageable upkeep becomes. Follow these four small steps to start 
making improvements today:

Review your highest trafficked articles for accuracy

Consolidate duplicative articles to reduce confusion

Analyze common questions in your support volume and map it back 
to the most relevant article to see if it needs to be revised or if a new 
article should be created

Take stock of any help center searches that yield no results and how 
frequently that happens — these searches often represent gaps in 
your content

Knowledge base checkup 

https://front.com/resources/5-best-practices-for-stellar-self-service-support


Beyond deflection:  
AI empowers agents 
behind the scenes
So you’ve primed your knowledge base for AI. Where else can 
AI help your agents work smarter? Glad you asked! Here are 
four ways to leverage AI to deliver exceptional customer 
service:

Front’s  can help draft, edit, and translate 
your knowledge base content. Your agents will spend 
less time with a blinking cursor and more time sharing 
the article with customers.

AI Compose

When customers turn to chat for support, 

 can handle the simple, repetitive issues 

or ensure a smooth handoff to a human agent.
AI Answers

Save time responding to customers over email with 
 based on your 

knowledge base. Now in open beta.
AI-generated suggested replies

Compose

Me

Inbox

Assigned to me

Shared with me

Team Inboxes

A Shared inboxes

Support

Finance

SMS

Live chat

WhatsApp

NPS Surveys

Kara Mills

Unable to log in

Hi Support Team, I’m having troub��

Support Tier 1 Joey Spencer

Unable to log in

Hi Support Team,  

I’m having trouble logging into my account. How can I reset my password?  

Thank you, 
Kara

Suggest replyReply

Kara Mills

Add comment…

Suggested reply outline

Below the login fields, click 
“Forgot Password.”

Enter the email address 
associated with the account.

Reset password by following the 
instructions provided in the 
automated follow-up email.

Sources

Reset password

Use AI to 
 for instant context on the topic or 

sentiment, while tracking trends to inform your support 
content strategy. AI tagging is now in open beta.

automatically categorize incoming 
customer messages

https://help.front.com/en/articles/1026752
https://front.com/blog/next-gen-ai-front-chat
https://front.com/blog/customer-service-agent-assistance-ai
https://front.com/blog/customer-service-agent-assistance-ai
https://front.com/blog/customer-service-agent-assistance-ai


Curious to take AI for a spin in Front?

Try Front for free or request a demo!

AI can offer a helping hand when your human agents need to 
dedicate more of their time to higher-priority work — it’s a  
win-win for 5-star customer service. As long as you take ownership  
of knowledge management, maintain your knowledge base, and 
document reusable, important info into structured help center 
articles, your customers, AI, and agents will be set up for success. 



Help AI help your 
customers

https://front.com/signup
https://front.com/request-demo

