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Sample Content Standard 

For knowledge to be easily shared, the core nuggets of information - the article - has to be easy to 

understand from the requester's perspective, it has to be easy (and fast) to find. This means it should be 

easy to create content.  

Use this template as a simple way to create a content standard – a document that defines the parts of an 

article and gives some examples of good articles. 

Article Contents 

Question or title 
A short statement of the question or procedures written using words of the 

person who needs the information. 

Who it applies to 

The article applies to Information that narrows down situations or questions. 

In a technical setting, that might be  

1. Technology systems they are accessing – servers, programs, applications

2. Version of software or hardware – only Macintosh OS or Windows 8

In other cases, that might be

1. The group it applies to – new employees who started after December 21,

2012

2. How long it applies – only valid until January 1, 2013

Procedures 

A straight-forward explanation of the answer or processes, usually bullet points 

or step-by-step instructions. It should be simple, and in language that the person 

who needs the information is familiar with. 

Behind the scenes 

information 

Information available only to internal staff, even for articles that are available 

more broadly. For example, they could be steps to take by a staff member within 

a system that customers do not have access. Another would be internal notes, 

which help an internal team member to resolve an issue but will not be 

applicable for a customer. 

Real reason 
In the case of a problem, what is the root cause?  In the case of a procedure, why 

is it important? 

Metadata 
Keywords to enhance the ability to search and provide more contexts for the 

article. 
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Sample article statuses 

1. Work in Progress  

The article did not capture all of the information has been captured.  The person writing the article 

does not know if the article worked for the person who needs the knowledge. 

2. Draft 

The writer is relatively sure that the article was the right knowledge for the person who needed it, but 

does not have confidence in the process or technical accuracy of the article, usually because we do not 

have confirmation from the person seeking the knowledge that the article is apt or because the person 

writing the article is new to knowledge sharing and is still learning. 

3. Approved 

The writer is confident that the article follows the content standard, is technically and procedurally 

accurate.  This confidence comes from either a coach review of the article or the writer having reached 

a high level of proficiency with knowledge sharing practices. 

4. Published  

The article is visible to anyone who might need the information, such as customers or end users 

5. Technical review and rework  

These articles are ‘flagged’ for either technical questions or process questions. Putting an article in 

either of these states prompts a coach or writer to review the article. 
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Sample Article 

Question or title When can I apply for the retirement program? 

Who it applies to 

Applies to all new employees whose start date is after December 20, 2012. 

Any employee whose start date is prior to December 20, 2012 should refer to 

article 20199 on eligibility for the old retirement program (the “pension” 

program). 

Procedures 

The open enrollment period is January 15-30 each year. 

Go online to our self-service portal to sign up 

1. Go to www.mycompany.com/hr 

2. Select “Open Enrollment”  

3. Click the OK button 

4. Fill out the “Open Enrollment Application Form”  

One of our HR specialists will contact you within 1 business day to complete your 

enrollment. 

Behind the 

scenes 

information 

Before sending the employee to portal 

1. Check in Human Resources Information Management System (HRIMS) to see 

if they are benefits-eligible (benefits screen). 

2. Verify their employment date. 

3. Check in HRIMS to make sure they are not currently on probation – open 

enrollment is not available to probationary employees. 

Real reason 

We receive a number of these questions right before open enrollment. 

You might ask if they received the email, letter, or text message from Human 

Resources. 

 Metadata Reused 50 times, retirement, 401K, 403B, pension. 
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What not to do – a poorly written article 

Question or title Open enrollment 401K request for benefits eligible staff. 

Who it applies to 

Applies to all new employees whose start date is after December 20, 2012. 

Any employee whose start date is prior to December 20, 2012 should refer to 

article 20199 on eligibility for the old retirement program (the “pension” 

program). 

Procedures 

HR specialists have already provided each employee with information on the 

process for applying for retirement benefits in his or her new hire packet.  If an 

employee contacts you, send out a copy of form 22-1101B and ask them to 

contact you again after they have read all of the information carefully.  During 

open enrollment periods, they can sign up for 401K benefits by completing the 

online application.  All of the instructions for accessing HRIMS is in form 22-

1101B. 

Behind the scenes 

information 
See HR form 22-1101C for the specific procedures to review employee eligibility. 

Real reason 
Staff members consistently fail to read form 22-1101B and we have to send it 

back out over and over. 

Metadata Reused 0 times. 

Suggestions for content/style guide 

1. Use complete thoughts, not complete sentences. This makes it easier for people to contribute content, 

easier to translate and easier to search if you have a massive knowledge base. 

2. Write your articles so they are sufficient for the specific situation-they do not have to answer every 

possible variation. 

3. Applications/services should be listed using the names that customers are familiar with 

4. Avoid using contractions – change don’t to do not 

5. Avoid using acronyms – spell them out the first time you use them or do not use them at all. 
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