Competitor research

Company

Notes

MailChimp

Knowledge
Base hosted on
their brand
domain
(mailchimp.com
/help)

- Notes about their own KB redesign experience.
- Have an in-app KB accessible with a Help
button

-Like Zorse widget without Support or

Community options
- Search results will break out content into
Articles, Quick Answers, and a Glossary of terms
- Homepage contains a track for beginners and
article content by product area
- Each product area is broken into subcategories
and an exhaustive list of articles in a list
- Articles are printer-friendly
- KB homepage gives option to switch language
- Articles have breakdowns such as:

Definitions

Before you start

How Merge Tags Work

Types of Merge Tags

How to Use Merge Tags

Testing and Troubleshooting

Next Steps (recommended next articles)

@ Knowledge Base

New to MailChimp? Start
here.
This article explains a few
things to know as you get
started with MailChimp.

Categories

Getting Started
Learn how to start using
MailChimp to reach your

e __

Pricing
Get answers to common
questions about our pricing
plans and billing.

1

Lists
Import contacts, create
signup forms, and manage

ALt t_a_

E-Commerce
Connect your online store
to MailChimp. Learn about

your customers and sell
more stuff.

Campaigns
Use MailChimp to share

emails, ads, and other

English *

Email Te
Learn about ¢
options. Get t

and how to

Accounts
Setup your a
about billing,

Moat 1

Asana
Guide

hosted on their
brand domain
(asana.com/guid
e)

- Contains an onboarding flow for new customers
- Provides a guide for teaching Asana to your
team with recommendations for features to
cover/demo

- Include a link to official Helo Documentation

... asanda cuide

I’'m helping my team learn Asana

Get your whole team on Asana with these articles.

We're expanding our use of Asana



https://blog.mailchimp.com/a-redesigned-knowledge-base-plus-billing-and-messaging-updates/
https://blog.mailchimp.com/in-app-knowledge-base-video-content-blocks-and-subject-line-emojis/
https://asana.com/guide/team/onboard/asana-kickoff
https://asana.com/guide/help/fundamentals/about-asana
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Atlassian

JIRA Service
Desk
Documentation

Hosted on
confluence
subdomain

https://confluen
ce.atlassian.com
/alldoc/atlassian
-documentation
-32243719.html

- Broader product area breakdown, then landing
pages featuring "Getting started" and "What's
new"

- Within articles, option to select your version
from a dropdown in the top-right corner to see
customized documentation

Jira Service Desk Support

"

Documentation Resources

Atlassian Support [ Jira Service Desk 3.7 / Documentation
Installing JIRA Service Desk

o If you are migrating from an existing JIRA instance with the JIRA
Service Desk add-on, please check out our Migration Hub first.

Create a basic service desk project for teams that only need a few request types,
or create an IT service desk for teams working with change and incident
management processes.

Before you get your agents and customers started on a local instance of JIRA
Service Desk Server, read the JIRA Service Desk release notes for the version that
you are installing or upgrading to, then follow these instructions:

1. View the available JIRA Server applications here.

VERSIONS

39

In this sectior 5

JIRA applicatim‘

3.6

Related conte
35

Serving custom:i 3.4
knowledge base

Getting help wit
Desk 3.2

Working on serv 3.1

Getting started ' See all
Desk

Buffer

Knowledge
Base

Documentation

Hosted on
fag.buffer.com

- Separate KB links for different parts of the tool
- Notes how many articles are in each topic area
- Top menu includes links to different products
(almost like different hubs) with their own
respective documentation homepage
- Can click on any topic area and arrive at a
landing page with a long list of articles by
category with a left side-menu navigation
- Option to filter articles by:

Default

A-Z

Popularity

s bUffer FAQHome  BufferPublish  Buffer Reply W Tweot #BufferSupport
Search
Plans & Pricing
CATEGORIES Sort A-Z

Plans & Pricing >
Getting Started

Org Admin

Social Accounts

Posting Schedules
Scheduling Posts
Composer

Links, Images and Videos
Managing the Queue
Browser Extension

Team Members

7 [Publish] Buffer Publish Pricing

21 [Publish] How to choose the right Buffer Publish plan

| [Publish] Buffer Publish for Business Webinar

-1 [Publish] Legacy pricing plans vs. current pricing plans

21 [Publish] Is there a plan in between Awesome and Small Business?

3 [Publish] 50% nonprofit discount on all Buffer Publish plans @

=] [Publish] What does "number of scheduled posts" mean?

= [Publish] Which Buffer Publish plans include team members?

7 [Publish] Which Buffer Publish plans can post to Pinterest?

Sort by Popularity
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Wix
Help Center

Knowledge
Base

https://support.
wix.com/en/

- Landing page with topic areas and a list of
trending articles at the bottom of the page
- Top 2-3 articles listed under each topic area
with an option to view all articles for that topic
- Within the topics themselves there is a table of
contents to create subcategories with an
exhaustive list of articles included
- These topics also include:

Avrticles under that topic

Known issues

Feature requests pending
- Breadcrumb navigation to easily go back to the
previous screen

WiX Help Center

Enter your question or keyword here

Getting Started

w to Begin

ng Your Template
» Editor Basics

Show all

Premium Plans

0 a Premium Plan

» Upgrading
» Promo

18 & Vouchers

The Wix Editor

» Page Structure

» Save, Pr : and Publish
» Using Your Editor

Show all

Billing

Mobile

» Mobile-Frien
» Mobile Elern
» Maobile Features

Show all

Domains

* Wix

NS
» Tri g Domains to Wix

> Connecting Domains Purchase. .

Google / Gmail
Gmail Help

https://support.

google.com/mai
|/?hl=en#topic=
7065107

- Similar information architecture with a long list
of broad topics

- Starts with most popular articles visible and
then breaks articles into broad topics such as
specific goals/actions, settings, troubleshooting
- Include links to related articles at the bottom of
each doc

- Strangely not exactly a breadcrumb navigation,
but you can return to home screen

- Different tabs in a single article to break out
versions of products, such as Android / iPhone or
Mac / PC, with unique instructions

Read & organize emails

Reagmemails

Organize emails

Find emails

Import & forward emails
Keyboard shortcuts for Gmail
Tips & Tricks

Get extra Gmail tools
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Simple
Help

FAQ
Support Articles

https://www.sim
ple.com/help

- Articles broken out into Top Articles and
Categories including: Getting started, Account
info, and specific product features

- Each category states the number of articles
included

- In each category page (screenshot) there is a
1-sentence summary of each article to give you a
high level view of what's covered.

@ SIMPLE

Account Features

Widgets
Putting widgets to work.

Account Type
Checking or Savings?

Statements & Export
Getting that data on paper.

About Blog Help

Account Info

Next-level knowledge.

Interest
Yep, the funds in your account earn nominal
interest.

Taxes
We might not be able to make them

painless, but we can make them convenient.

FDIC Insurance
Are the funds in my account insured?

Keyboard Shortcuts
Keyboard shortcuts you can use with your
Simple account on the web.

Branchless Banking
Accessing your account.

Overdrafts
Can my account become overdrawn? If so,
what happens?

g In Apply Now
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Pinterest

Help Center

- Able to browse by topic
- View popular articles on the right-hand side
- Prominent search bar at the top

- Homepage

@ Help Center

Browse help topics

Your account

Businesses and websites

Safety and standards

Shopping on Pinterest

0O &0

Login  Back to Pinterest

We'i‘e here to help

English ~

Popular articles

Can't log in to Pinterest

0 Legal and privacy
o- Fix a problem

@ Pinterest basics

A Guide to Pinterest

Individual landing page for a topic

@ Help Center Search hel

aQ Login Back to Pinterest

Pinterest

Notifications

did Pinterest fix a broken link for me?

English ~

Deactivation

Reactivate or deactivate an account

ed up with your email

Security

someone tries to reactivate your account

Account security and hacked

s and

Two-factor authentication



https://help.pinterest.com/en?source=gear_menu_web
https://help.pinterest.com/en/help-topic/Your%20account
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Individual article broken out by platform and into

bite-size steps based on goal. This is magical.

Your account

ur settings just right.

English ~

5 5
Reactivate or deactivate an account

Get help for:  Web = iPhone = il'*%v Android

Whether you're coming back, taking a quick break or leaving us for good, it's easy to reactivate or deactivate your account
Learn how to:

Reactivate your account
Deactivate your account
Permanently close your account

Deactivate a deceased person's account

Still need help? Get in touch with us.

@Pi I I About us Our policies



https://help.pinterest.com/en/articles/reactivate-or-deactivate-account#Android
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Shopify - Can browse topics from top menu & .
- Prominent search at the top styled as a chat ) shopify help center  uee ToP!{%Sv THEMES ~ DEVELOPERS * SUPPORT ~
Help Center experience

. Intro to Shopify
- 3 articles are revealed based on your search

toms N help you with?

- Option to contact support through different Migrating to Shopify

channels if none of the articles address your o Shopify community
problem Selling online
Letusk  selling in person 2 our team can find the best solution for you.

Products

Example: | recently puri  Using themes :me Store. How do | publish this new theme to

i ?
my online store? Payments Get Help

Domains
Press CTRL + Enter to Submit @
Shipping

Orders

Taxes

e Customers

Analytics

Productivity tools

utions

help with your question.

Apps
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Slack

Help Center

- High level summary at the top of how it works
- Link related docs or resources

- Steps/instructions

- Alerts as needed

- Option for feedback at the bottom

Set up two-factor authentication

Turn on two-factor authentication (2FA) for your personal Slack account for an
added layer of security. You'll need to have access to your phone when you signin to

Slack — so if your password is compromised or stolen, only you can sign in to your
account. &

Here's how it works:

(¥4 Every time you sign in to Slack, you'll be asked to enter a verification code.

(¥/ Choose to have the verification code sent by text message or from an
authentication app on your phone.

(v/ Enter the code in Slack and you'll be signed in to Slack with added peace of
mind.

. Read how to manage and reset your password.

Turn on 2FA

Authentication app SMS text message
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£ Was this article helpful?

Not really

Sorry about that! How can we make it better?

Submit article feedback

If you'd like a member of our support team to respond to you, please send a note to
feedback@slack.com.

Trends:

Showing all your docs in one place so customers can scan what you have and find what they need

Giving users a preview of what's included: number of articles, very short summary/explanation

Filtering by content type, with some content geared specifically toward new users

Less visual content navigating to find the article you need (primarily text-based information architecture & nav)
Articles can be broken out in a few ways:

o Meeting customers where they are with the o Things to know before you start
tool (i.e. new to the product, training their o How X Works
team) o Typesof X
Specific goals or actions with the tool © HOW to Use X .
Definitions o Testing and Troubleshooting
o Next Steps (recommended further reading)
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Right now customers are locating our resources by searching Google. This brings users into one article with the options to search all
documents or viewed 5 most recently edited articles of the same type.



