04  |  COMPANY KNOWLEDGE
Customer FAQ
Create an approved answer set for common customer questions and define when the AI must escalate.
AI source document control
	Organization
	[REPLACE: Official organization name]
	Document ID
	[REPLACE: Unique identifier]

	Document owner
	[REPLACE: Name and role]
	Approval status
	[REPLACE: Draft or Approved]

	Effective date
	[REPLACE: YYYY-MM-DD]
	Last verified
	[REPLACE: YYYY-MM-DD]

	Next review
	[REPLACE: YYYY-MM-DD]
	Sensitivity
	[REPLACE: Public, Internal, Confidential, or Restricted]

	Authoritative source
	[REPLACE: Controlling system, policy, or owner]
	Escalation owner
	[REPLACE: Role and approved contact route]



AI configuration directives
	DOCUMENT PURPOSE
	Use this document as the approved source for customer faq information.

	APPROVED AI USES
	[REPLACE: Exact questions, outputs, decisions, or workflows this document may support.]

	PROHIBITED AI USES
	[REPLACE: Decisions, disclosures, calculations, or actions the AI must not perform.]

	AUTHORIZED AUDIENCE
	[REPLACE: People or roles permitted to receive answers derived from this document.]

	CONFLICT RULE
	If this document conflicts with another approved source, do not choose between them or combine the conflicting statements. Escalate to the document owner.

	MISSING INFORMATION RULE
	Do not infer, estimate, or invent missing facts. State that the approved source does not contain the answer, then follow the documented escalation route.

	RESPONSE RULE
	Use only approved statements from this document. Preserve qualifications, limitations, dates, and exceptions. Do not convert guidance into a guarantee.

	CITATION RULE
	When citations are supported, identify this document title and the applicable section or record.

	ACTION AUTHORITY
	[REPLACE: Answer only, draft for review, recommend, or take a specifically approved action.]



Required preparation before AI upload
VALIDATION: Replace every bracketed instruction with approved content.
VALIDATION: Delete unused rows, blank sections, drafting notes, and this preparation section.
VALIDATION: Use one fact, rule, exception, or record per row whenever a table is provided.
VALIDATION: Use explicit names, dates, units, thresholds, owners, and conditions. Avoid undefined terms such as usually, soon, appropriate, or as needed.
VALIDATION: Separate mandatory rules from preferences and examples.
VALIDATION: Keep each exception next to the rule it modifies.
VALIDATION: Do not include passwords, secrets, private keys, unnecessary personal data, or information outside the approved AI use case.
VALIDATION: Set approval status to Approved only after the designated owner validates the content.
VALIDATION: Upload only approved source documents, and remove duplicate or obsolete copies from the AI knowledge source.
Completion guidance: Write questions in the language customers actually use. Keep answers factual, direct, and consistent with policy.
Approved FAQ answers
	Customer question
	Approved answer
	Source or policy
	Escalation trigger

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]



Escalation directory
	Topic
	Escalate when
	Owner
	Approved response while pending

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]

	[REPLACE]
	[REPLACE]
	[REPLACE]
	[REPLACE]



FAQ review checklist
VALIDATION: Answers match current products and services.
VALIDATION: Pricing language is approved.
VALIDATION: Policy answers cite the controlling policy.
VALIDATION: Sensitive topics include escalation instructions.
VALIDATION: Answers do not make unsupported guarantees.
VALIDATION: The FAQ has an assigned owner and review cadence.
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