
Empowering Customers:  

Businesses Keep Clients, Grow Fast Using Knowledge Bases 

 

Are you getting mountains of support tickets asking the same questions? 

Are clients leaving your website just before a conversion? You’re facing a 

problem many businesses encounter. It’s a great starting point because it 

means users are coming to you. Now the challenge is converting 

prospects--and keeping them. 

 

How? Knowledge bases. 

A knowledge base is a single source which holds all your product 

information. It houses articles, guides, videos and notes on anything and 

everything about your product. A knowledge base empowers your users to 

use information you've made available to them. It helps them solve their 

issues on their own.  They can search the knowledge base using unique 

keywords. It returns results relevant to your product, eliminating the need 

to contact customer support. 

 

Customers don’t like having to call 

 



Customer service does not start when the client picks up the phone or starts 

a live chat. 

The truth is that customers would rather not call customer support. It's 

much easier for them when you bring the information they need without 

having to call you. 

 

In a survey by Amdocs,  91 percent of users said they would use a single, 

online knowledge base if it were available and tailored to their needs. It’s 

faster and more convenient--it keeps them focused on solving their issue 

instead of ranting to a CS rep. 

In a report entitled Why You Need to Rethink Your Customer Self-Service 

Strategy, Gartner noted that customer self-service is one of the top-five 

business trends of 2015. 

http://www.nytimes.com/2009/11/21/your-money/21shortcuts.html?pagewanted=all
http://www.amdocs.com/news/pages/amdocs-survey-highlights-opportunity-for-service-providers.aspx
https://www.gartner.com/doc/3008317?srcId=1-2819006590&pcp=itg
https://www.gartner.com/doc/3008317?srcId=1-2819006590&pcp=itg


 



A knowledge base will grow your business in more ways than one 

 

The main goal of a knowledge base is to help your business grow. It helps 

you maintain customer satisfaction and keeps prospects within your 

website or product funnel. But that's just two of the many ways your 

company would benefit from one. 

Let’s look at the others: 

 

Reduce your costs and your team’s workload 

 

First off, know that bad customer service will cost you bigtime. 

Entrepreneur reported that "U.S. businesses lose $83 billion each year due 

to defections and abandoned purchases brought on by poor customer 

experiences." That’s a lot of users clicking away. Don’t let that happen to 

your product. 

Although customer service must be your most prized asset, it doesn’t have 

to take up most of your funds. A knowledge base allows your customers to 

find answers to their questions and learn more about your product. This 

way, you save time and money maintaining a support team which carries a 

heavy load. 

http://www.entrepreneur.com/article/232580


 

Improve employee and company performance 

A knowledge base is also a management solution. Help your employees 

excel in their work by providing a knowledge base that expedites the work 

they do. A knowledge base like Heroic works great with your site’s existing 

WordPress theme. You and employees of varied IT proficiencies can help 

build the knowledge database and use it for your needs. 

You expand services using the same people or less. McGarahan & 

Associates noted the use of a knowledge base as an IT Infrastructure 

Library (ITIL) best-practice. Because of the rate of accuracy and speed a 

knowledge base provides customer support, you are bound to have 

excessive or redundant workforce issues. As a result, you can expand and 

create new avenues for your employees to grow. In case of a company 

expansion, new hires learn fast with a the use of a database which keeps all 

the information they need. 

Expanding fast? No problem. 

As you use a knowledge base and other business techniques, your company 

is bound to grow. In the traditional sense of customer service, more clients 

means the need to employ more support. A knowledge base adapts well to 

business expansion. Your company’s existing machinery or a third-party 

http://herothemes.com/plugins/heroic-wordpress-knowledge-base/
http://herothemes.com/plugins/heroic-wordpress-knowledge-base/
http://www.mcgarahan.com/images/mcgarahan2012/Executive%20Overview%20of%20ITIL%20Best%20Practices%20for%20Service%20Desk_CSU.pdf
http://www.mcgarahan.com/images/mcgarahan2012/Executive%20Overview%20of%20ITIL%20Best%20Practices%20for%20Service%20Desk_CSU.pdf


provider can handle this issue well. A knowledge base allows you to scale on 

demand with ease. 

 

You will also find that as your users expand, the need for a user targeted 

discussion platform arises. You can maintain this with minimal moderation 

from your team. 

 

Companies need to take heed. Gone are the days where businesses dump 

money to call centers and support crews, while making do with a simple 

FAQ on their sites. Clients have outgrown traditional customer 

service--providing in-depth and need-specific information to your users has 

proven its value in your company's growth. 

 

 

 

 

 

 

 
 


