Knowledge Base Template
Information for your WhatsApp virtual assistant

HOW TO FILL THIS OUT
(Delete this section before sending the document back — it’s just for you)
This document is your virtual assistant’s memory. Whatever you write here is what the assistant can tell your customers. Anything not written here, the assistant won’t know.
Important rules:
1. Write as if briefing a new employee. Full sentences, no internal shorthand only your team understands.
1. Every section must stand on its own. Don’t write “same as above” or “see previous” — repeat the information.
1. Leave out anything that changes daily (fluctuating prices, exact stock counts). If something changes often, say so: “Call to confirm availability.”
1. Delete any sections that don’t apply to your business.
1. Add as many products or questions as you need — copy the block and repeat it.
1. Be specific. “We open early” is useless. “We open at 8:30 am” works.
When you’re done, delete this whole section and send the document.

1. General Business Information
Business name:
What the business is, in one sentence: (Example: A garden centre in Santo Domingo selling ornamental plants, planters and gardening supplies.)
Years in business / operating since:
What sets you apart from competitors: (Two or three sentences. This helps the assistant speak well of you.)

2. Opening Hours
Monday: Tuesday: Wednesday: Thursday: Friday: Saturday: Sunday:
Public holidays — are you open?
Notes about hours: (Example: Last customer admitted 15 minutes before closing.)

3. Location and Directions
Full address:
Landmarks or directions: (Example: Just before Winston Churchill Avenue, next to the pharmacy.)
Google Maps link:
Is there parking?
Do you have more than one location? (If yes, repeat this entire section for each one.)

4. Contact
Main phone:
Alternate phone:
WhatsApp:
Email:
Website:
Social media:
Who should a question be passed to when the assistant can’t handle it? (Example: The sales manager, at 809-000-0000.)

5. Payment Methods
Methods you accept: (Cash, card, bank transfer, etc.)
Do you offer credit or financing?
Do you issue tax receipts / invoices?

6. Delivery and Shipping
Do you offer delivery?
Areas you deliver to:
Areas you do NOT deliver to:
Delivery cost:
Estimated delivery time:
Are there products that can’t be delivered?
How a delivery gets arranged: (Example: Customer calls, availability is confirmed, delivery is scheduled.)

7. Returns and Guarantees
Return policy:
How many days does a customer have to return something?
What guarantee do you offer on products?
Cases where returns do NOT apply:

8. Products and Services
Copy the block below once for each product, category or service. You don’t need to list every individual item — group by category where it makes sense. The more detail you write, the better the assistant will answer.
WORKED EXAMPLE (delete this once you understand the format)
Croton Gold Dust
What it is: Outdoor ornamental plant, green leaves speckled with yellow.
Scientific or alternate name: Codiaeum variegatum
What it’s for / when it’s recommended: Ideal for gardens with direct sun and for adding colour to outdoor spaces.
Care or usage instructions: Needs direct sun or partial shade. Water twice a week, letting the soil dry between waterings. Well-drained soil, rich in organic matter.
Warnings or things people often ask about: In low light the leaves lose their yellow colour. Doesn’t tolerate frost.
Availability: Usually in stock. Call to confirm.

BLOCK TO COPY
[Product or service name]
What it is:
Scientific or alternate name:
What it’s for / when it’s recommended:
Care or usage instructions:
Warnings or things people often ask about:
Availability:

9. Frequently Asked Questions
Write down the questions your customers ask every single day, with the answer you’d give. These are the most valuable part of the whole document.
Question:
Answer:
Question:
Answer:
Question:
Answer:
Question:
Answer:
Question:
Answer:

10. Assistant Limits
Topics the assistant must NEVER handle alone: (Example: Complaints, large orders, project quotes.)
Things the assistant must NEVER claim: (Example: That a product is in stock, exact prices, delivery dates.)
When it should hand the conversation to a person:
What it should say when it doesn’t know something: (Example: “Let me check with the team and we’ll get right back to you.”)

11. Tone and Personality
How do you want the assistant to sound? (Example: Warm and approachable, formal address, short replies.)
Should it have a name? What name?
Words or phrases you DO use in your business:
Words or phrases you DON’T want it to use:

12. Anything Else
(Everything your assistant should know that didn’t fit above. Write freely.)

Completed by: ______________________ Date: ______________________
