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miles

PARTNERSHIP

Miles is a strategic
marketing company
focused exclusively on
travel and tourism.

We've worked with hundreds of
destinations and hospitality
businesses around the world to
create forward-thinking
content marketing solutions.

Henry Winkle
Destination Optimization
Program Coordinator




In addition to more
traditional agency
services, we provide
support across a wide
variety of Google
Products to improve
exposure, conversion,
quality and accuracy of
information about the
destination and
businesses.

2020+~

Grow with Google

HIGH IMPACT PARTNER

~_

Google
Partner

PREMIER

Google Street View
& trusted

£Y Google Cloud

Partner



270+

Destinations have participated
in some version of our program

150,000+

Businesses and POl have been
audited and analyzed

5 8,000+

oo - Business owners and managers
\ - TONGA - received in-person or virtual

New Caledonia

(FRANCE) . training



Session 1 Recap: Fundamentals

I\/ | Why This is Important to Your Business

|\/| Claiming Your Business on Key Platforms

M What’s New on Google

I\/ | Updating Critical Business Data

] Qs&A



What We'll Cover Today

Session 2: Maximizing Exposure

I\/ | Increasing Relevance

M Leveraging Photography
M Updating With Posts

M Respondingto Q & A

M Managing Customer Reviews

|\/ | Monitoring Performance




Schedule Office Hours
With Miles

Need
Assistance
With Your
Business

P rofi I e,? https://calendly.com/milespartnershipgoogledmo/roost-ny-office-hours?month=2023-04
[ ]




Choosing Categories



UES

PARTNERSHIP

Categories Matter

Google Ice Cream in lake placid NY X & @ Q
@ Maps [Z) Images {J shopping ) Videos [E) News [ Books X Flights )~ Finance

About 2,230,000 results (0.58 seconds)

Results for Lake Placid, NY - Choose area

Places : Rating ~  Hours ~

wapian vianiey >

Boat Rental

Emma's Lake Placid Creamery
4.6 % % % & ¥ (613) - Ice Cream
2507 Main St Is ?

Closed - Opens 12:30PM Thu § 5 ‘fﬂ«»
2 P
In-store shopping % 3
2 e, 2 ®
Aco g St E:f- g
Ben & Jerry's o ;E_- @
4.3 % & % K4 (151) - $S - Ice Cream ;
; fox
2423 Main St fmst h
Closed - Opens 2PM 6}%‘ g Rt Hous
: . oneida Ave 3
Iconic, creative ice cream parlor chain 3
&
Get Twisted
No reviews - Ice Cream |  Crowne Plaza Lake
A Placid, an IHG
O . Lake Placid
Golden AfTC  ¢io5eq - Opens 11 AM Wed Olympic Museum S
Lakeside R¢ y 0. ey,
] Takeout - No delivery Lake Placid £o,
Pub:&Brewery
g (‘i;“b Qstmm'a Shops
I S o
Mote places o> g X 8 Kebosrdshortcuts  Man data 2023 6



Categories Matter

Categories describe what your business is, not
what it does or sells.

Adding relevant
categories can
significantly expand
where a business shows el

up because it matches Seafood farm
more searches s

Primary category

Organic restaurant

Additional categories

Fine dining restaurant

Seafood restaurant

Seafood wholesaler

Seafood donburi restaurant

Dried seafood store




hungarian_restaurant
hunting_and_fishing_store
hunting_area

hunting_club
hunting_preserve
hunting_store
hvac_contractor
hydraulic_engineer
hydraulic_equipment_supplier
hydraulic_repair_service
hydroelectric_power_plant
hydroponics_equipment_supplier
hygiene_articles_wholesaler
hygiene_station

hypermarket
hypnotherapy_service
hyundai_dealer
ice_cream_equipment_supplier
ice_cream_shop
ice_hockey_club
ice_skating_club

ice_skating_instructor

Hungarian restaurant
Hunting and fishing store
Hunting Area

Hunting club

Hunting Preserve

Hunting store

HVAC Contractor

Hydraulic engineer

Hydraulic equipment supplier
Hydraulic repair service
Hydroelectric power plant
Hydroponics equipment supplier
Hygiene articles wholesaler
Hygiene station

Hypermarket

Hypnotherapy service
Hyundai dealer

Ice cream equipment supplier
Ice cream shop

Ice hockey club

Ice skating club

Ice Skating Instructor

Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories
Related Categories

Related Categories

UES

PARTNERSHIP

Edit Categories

There are over 4000
categories to choose
from - and they
fluctuate by +/- 30 or
so each year, but
you're limited to
what'’s available.



Your business on Google

miles
> o> 1,448 views this month

@ Edit profile £ Promote 2, Customers : E d it Ca te g O ri es

& Edit profile : X

Business information S
Let customers learn more about your business

Look for

| “Business
—— information”,
RS— then “Business
Ry category”

Hnaiire

Description

Add



Category

Help customers find your business by industry.

Primary category

Restaurant

Additional categories

Lunch restaurant

Brunch restaurant

Breakfast restaurant

Cancel

Apply

Edit Categor

After choosing a
primary category,
you are allowed to
select 9 more
additional
categories to
support the listing



Monitoring Attributes



Monitor Attributes

Adding attributes

creates customer

confidence that a

business will meet
their needs

& Restaurants X &

3=  Relevance ¥ Opennow v Top ratec

Vistas n|
4.6 (434) - © 71% match
Restaurant - $$ - 00730, 76 C. Cristina

Open - Closes 10PM

Dine-in - Takeout - No delivery

. Call @ Directions < Share

Amira’s Sweets & Coffee, Aveni

Amira’s Sweets & Coffee
Baking supply store

- JORONONG

Directions Save Nearby Sendtoyour  Share
phone

v In-store shopping - « In-store pickup >

294 Av. Lauro Pifiero, Ceiba, 00735, Puerto Rico
Open now: 10AM-5:30AM v

Health & safety: Mask required - Temperature
check required - 1 more

amiras-sweets.myshopify.com

O @0 @

+1787-470-9344

TOTOLID Oaiba Duiarts Dics

Identifies as women-owned




& Business information

About Contact Location Hours More

Edit Attributes =

Add more hours

+ Access + Breakfast + Brunch + Delivery + Dinner
+ Drive-through + Happy hours + Hours for the elderly + Kitchen

+ Lunch + Pick-up + Takeaway

Search for your

business, go to “Edit |
profile”, then /
“Business -

Amenities

information”, then
“More” -

Learn how business information is gathered and used by Google Learn more



UES

Edit Attributes "~

Search these attributes "
Attributes

Q

Let customers know more about your business by Only attributes you can edit are shown below.
showing attributes on your Business Profile. These

may appear publicly on Search, Maps, and other
Google services. Learn more

Let customers know more about your business  |Learn more
showing attributes on your Business Profile. The

BcomiihelBudinass may appear publicly on Search, Maps, and other

Google services. Learn more Q_ Search these attributes
—+ Identifies as Black-owned
— Identifies as Latino-owned + MBsKIsaniEeY +/ Laundry service
- Identifies as veteran-owned - Staff get temperature checks

+ Identifies as women-owned Staff required to disinfect surfaces be .
+ " < Meeting rooms
visits
Accessibility ) + Staff wear masks -+ Newspaper delivery

 Wheelchair accessible entrance

Parking
® Free </ Paid

-+ Temperature check require

—~+ Wheelchair accessible restroom

-+ Wheelchair accessible seating

Service options ® Pets welcome

+ Photocopying service

Amenities — Online appointments

—+ Gender-neutral restroom -} Onsite services +/ Restaurant

+ Room service

Cancel  Apply Cancel Al



Edit Attributes

Listings can feature
“diversity attributes”

Black Owned Restaurants Philadelphia, PA

.‘ 4. 48th Street Grille
0000C 2»

»ul Food Caribbean $$ « Garden Court

Open until 9:00 PM

Business owners can

self-identify with a e, - R SR
number of attributes —
such as “Black Owned”

or “Women Led” & more.

Celebrate Pride! /
In Yelp’ Goog|e7 and Support Open to All and LGBTQ-owned businesses. ‘. M‘
Tripadvisor these Prid
. Piide
attributes are
searchable and highly

visible



- Menus & Services

N



Menus & Services

< Billy's Downtown Diner &

Depending on your
business category,
you can use menus

OVERVIEW ~ MENU  REVIEWS
T

Highlights

PHOTOS |

Billy's Downto!

OVERVIEW

Tr;vel Agency = € Das Spa a

SERVICES REVIEWS PHOTOS

OVERVIEW SERVICES REVIEWS PHOTOS

or services to

PORULAR

Basketball Tickets

g | < _,,\ { Spa
expand the content o2 i e Traneportation
in your business ' Concert Tickets :A::i:tmems

profile.

Paz's French
Toast

Hot Chocolate

Show more v

Cuban .
Sandwich

Cruise Package
Day Trips
Deep Sea Fishing

Extended Travel

Facial waxing
Microdermabrasion
LED light therapy
Yoga

Skin Care Retail
Cupping

Prenatal hellv facial

° A . Call R Chat

[ Save




Menus & Services

Accommodations
have limited access
to some of these
features - but, if you
are also an event or T

wedding venue, you Event venue X
can add those Weddifig e x
categories to get
access to “services”

Category

Categories describe what your business is, not

Primary category

Hotel

Add another category

Cancel Apply

Please note: Edits may be reviewed for quality and can
take up to 3 days to be published. Learn more

=S

miles

< Hawks Cay Resort Q

DIRECTORY SERVICES REVIEWS PHO!

Wedding Venue  Event Venue  Marina
ing Vi

Anniversary party planning
Baby shower planning

Bar & bat mitzvah planning
Birthday party planning
Catering

Children's party planning
Corporate and conference

Quinceanera

|~ TSNS ST S E—R—

Aug 18 - 20




¢« Menu

Menus & Services

First Course 7

Use the SERP S Chilled Shrimp Cocktail 4 o

Marinated Gulf Shrimp, Cocktail Sauce

editing tOOI to Crediss e I Crisp Calamari 7

Buttermilk, Seasoned Flour, House

aCCESS the M en U Add menu section made pickle, Grain Mustard Rouille
ed it featu re. Section name* Lollipop Lamb Chop (GF) 4

Domestic Rib Chop, Brute Cacao Demi- 07140 i
Glace, Spiced Beet, Charred Onion,...

Add menu item

N Ot ava i I d b I e Enter at least one item pel  Braised Prime Short Rib (GF) 4

Cabernet, Miatake, Shallot, Demi-Glace,

th rough M a pS ! | ltem name* Papadella, Grana Padano, Cipollini...

French Onion Soup 4

Item price (USD) A Blend of Five Onions Simmered in a
Hearty Beef Stock and Finished with...

. . /
ltem description Classic Lobster Bisque

A Fragrant and Rich Maine Lobster
* Q Al —— =

Discover Search Collections




Menus & Services

< Billy's Downtown Diner &

Menu Highlights OVERVIEW ~ MENU  REVIEWS PHOTOS |
are generated by Mu Billy's Downto’ Paz's French T¢
Google based on Highlights e
customer photos

and reviews.

Suggest an edit
Hot Chocolate

/" Suggest an edit

O Edit dish name

Related reviews

O Incorrect dish name

JimS
Local Guide - 157 re|
4 years ago

Start with the fresh sq

O Offensive dish name

Paz's French O Dish not served here

You can suggest an edit Toast

is. Had Paz's Frenc Cancel
to the names Of the Fo:d(:eprvice Ic:>utstar:1
dishes featured. o =

B F Other highlights

Cuban
b P B

Sandwich

Hot Chocolate

Show more v



- Photo Best Practices




Images Inspire

Photos are a key part
of how potential
customers make
decisions about your
business.




Impact of Photos

Average monthly Direct and Discovery searches by number of images
m Direct searches  m Discovery searches
8000

o5 Businesses

- 29] % with more than

Higher 100 images

w0 have

o S preidloli significantly

2379

2000 1684 1787 h ig h er

o o I I B I exposure
, cm sH = = m rates.

1 2-5 6-10 11-25 26-50 51-100 101+
Number of images on GMB : y
PLrightLocal

5000

https://searchengineland.com/new-research-shows-strong-link-between-google-my-business-photo-guantity-and
-search-performance-320199



https://searchengineland.com/new-research-shows-strong-link-between-google-my-business-photo-quantity-and-search-performance-320199
https://searchengineland.com/new-research-shows-strong-link-between-google-my-business-photo-quantity-and-search-performance-320199

Impact of Photos

Average monthly Direct and Discovery searches by number of images
m Direct searches

Listings with

” Add 4-5 phh]f)tos Per quality photos
oo monthfor a are twice as

o 10-30% likely to

i generate
engagement
with potential
customers

Lift in exposures for
0 your business

1000 894

112
o S mm = . i
1 2-5 6-10 11-25 26-50 101+

Number of images on GMB
‘PirightLocal

https://searchengineland.com/new-research-shows-strong-link-between-google-my-business-photo-quantity-and
-search-performance-320199



https://searchengineland.com/new-research-shows-strong-link-between-google-my-business-photo-quantity-and-search-performance-320199
https://searchengineland.com/new-research-shows-strong-link-between-google-my-business-photo-quantity-and-search-performance-320199

Photo Best Practices

1. INFORMATIVE

What would a potential visitor want to
know or see about this place? Consider
the scope, the scale and the context of the
place you're capturing.

2. ATTRACTIVE

What makes this photo eye-catching?
Consider color, contrast, saturation,
lighting, focus and leading lines.

3. RECENT

Customers want to know what things
look like right now, the’re looking for
reassurance - yes, this place is open,

yes it's safe, etc.




s ‘HEEL

This photo is good! It's both informative
and attractive. Easy to understand what it
is, where it’s taken from, bright colors
good contrast, good framing.

This photo is bad. It isn’t attractive -
off-kilter horizon, muddy colors, and it

isn’t particularly informative - unreadable
signs/context.




Bgulettes Larder m il es

Andrew Wilson PARTNERSHIP

72
&ﬂ MAY 2017

‘ >

111,277 views




Photo Best Practices

e Onlyupload photos you created or
own the complete rights to.

e Upload at least 4K images
(3840x2160).

e Don’tusefilters - limit your edits to
brightness, color, contrast &
saturation.

e Avoid seasonal images, unless
that’s relevant to the location
you'’re shooting.
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Photo Best Practices

Keep your vertical and horizontal
lines as straight as possible.

Shoot mostly horizontal images -
the products make much better use
of them than portrait images.

Interiors without people are
preferred to those with people.
Avoid identifiable faces & PlI, or
have release forms.



-F-Iaggi\ng Photos




Flagging Photos

DuPuis Management Area
E) Efing Avesomeness

W)

=
2

South Bay

i Florida - Photo: Panoramic




Of photos available for your
business are supplied by your
customers




%

But, customer photos account
for less than half of all views




Flagging Photos

Mayfair Campground

A Exterior Food & drink From visitors

See photos

Mayfair Campground

Website Directions Save Call

4.0 74 Google reviews

Campground in Blossvale, New York

Address: 3250 Old State Rte 49, Blossvale, NY 13308, United
States

Mayfair Campground

Phone: +1 315-245-3870

Suggest an edit - Own this business? J " \ )
- = @ All e Exterior

__Questinng & answers




Images may be subject to copyright.

Why are you reporting

this photo? (Required)
Privacy concern
Poor quality
Not a photo or v
Other

p

Email address:
(Required)

reCAPTCHA verification:

Requi
[Requiced) I'm not a robot

xually explicit
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Post

UniTea

48 58 reviews - §
Bubble tea store

0 © ®

N
Directions ~ Website ~ Save  Nearby
( ORDER ONLINE

Updates

Google
s Q  unitea ann arbor 4

All Maps Shopping Images Videos

R sy -
) { HaCat — | ¢
(&) [= schoo Q) '@ Luniversi
shre ofMichig

h
A
A\

3

+ Dine-in -  Takeout -  No-contact delivery
@ MAYNARD HOUSE, 522 E William St, Ann
Mi 48104

@  Opennow: 12-10PM

ve  Menu

orderunitea.com
@  uniteaannarbor.com

. (734)436-8945

*3e 77H5+34 Ann Arbor, Michigan

D  Addalabel

2 Suggestan edit

From the owner

+
We now offer quick and
easy online ordefin

Online
tF?Z‘r’?lfgjh Zn:fzuvy Click th, or deﬁn g

Order online

> 4
) UniTea w
ik | | [ o] [ can
9 48 58 Google reviews

$ - Bubble tea store
Baskin-Robbint

et | ORDER PICKUP ORDER DELIVERY

Service options: Dine-in - Takeout - No-contact delivery

Adress: MAYNARD HOUSE, 522 E William St, Ann Arbor, Mi
48104

Hours: Open - Closes 10PM ~

Menu: orderunitea.com

Phone: (734) 436-8945

Suggest an edit - Own this business?

; UniTea

© on Google

bnh‘ne
Ordering

>
We now offer quick and easy
online ordering through Menufy!
Click the button belo...

Feb 10, 2022

View all

Order online

M see photos See outside

<« UniTea

OVERVIEW ~ UPDATES ~ MENU  REVIEWS

Byowner By visitors

UniTea <

L4
9 Feb 10,2022

bnline

Ordering

We now offer quick and easy online
ordering through Menufy! Click the button
below to place an order online!

'R Order online

% _ UniTea
9
Nov 5, 2021

es

PARTNERSHIP

Posts appear in your business
profile throughout Google
Search and Google Maps on
mobile & desktop

This provides a huge amount
of organic visibility for your
message.

(That means free!)



= Google Business Profile Manager Q

Hotels get

Miles Partnership ’ Al Whatisnow Events Your posts

' New views this
OS S °® The Kahala Hotel & Resort Posted Apr 1, 2022 week

5000 Kahala Avenue
1053

Honolulu, HI 96816
Updated just now

United States

u.
=0 Home

Accommodation e
business types m

Reach more
customers

through posts

° ih Insights
(finally!) get access
to posts! SR

£ Photos

But, nOt a” the typeS Of Special Offers and Packages

Services Apr1 - May 2

pOStS - O n Iy The Kahala Hotel & Resort is currently offering a selection of packages and

(=1 Website rates to help make your next stay with us even more perfect. Click ‘Learn

More' to see what options are currently being offered.
announcements and 85 i

Learn more

events - no offers. P | e

@ 2.21Kviews 3 15 clicks < Share post

Businesses

Posted Mar 2, 2022
{S} Settings

E]




Post Updates

Valentino Pizzeria Trattoria
Business owner

Follow

=

FREE APPETIZER

(Crispy Calamari, Meatballs Al Forno, or one of
our Homemade Soups)

JOIN OUR PAISAN CLUB

1
PAISAN /pi’zan/ fellow countryman or friend
e

Join our Paisan Club and be the first
to know about our exclusive offers
and special promotions. Enjoy a FREE...

2 days ago

Valentino Pizzeria Trattoria
4.4 4 -« ltalian restaurant « $$ + 0.7 ...

v Latest in Cheyenne Q

W Wyoming Tribune Eagle

wyomingnews.com

Paramount barista Kendrew Ellis fills
cafe with more than just coffee
There's a new art display hanging in the
Paramount Cafe, and the artist is serving
coffee just 10 feet away.Kendrew Ellis has b...

a week ago

Paramount Cafe
4.6 ¥¢ + Coffee shop + $ - Cheyenne

Steffanie Chesnut
1photo

Q = 0 ® P

Explore Go Saved  Contribute  Updates

Follow

@ Search here 4 @

Latest in Kalamazoo

Best | [ A3 N
places to I lu
eat i wi

Jake Ohm
12 photos

i

Follow

2 days ago i 2

Air Zoo Aerospace & Science Museum
4.8 ¥ + History museum - Portage

Q = | ® fa s

Explore Go Saved  Contribute  Updates

Posts also appear as part
of the Explore section of
the Google Maps mobile

app

Recent updates from
businesses, customers
and local media are
featured to those
exploring your area



0 What's New m Event ‘ Offer ﬂ Product >

Q Need some ideas? Look at some sample posts. P OSt U p d a tes

- Use an attention grabbing photo - bright
colors, simple, single subject.

e Focus your message on the first 100
/ characters.

e Add your own tracking codes to your
call-to-action button.

Write your post

e Postearlyinthe week if you're promoting

Try our new maplg##acon banana short stack! Order it with a
tall flat white to go and enjoy the best breakfast in town! @

something the following weekend.

Order online

Link for your button

http://yourrestaurant.com?utm_source=pastg&utm_medium=email:



Google Business Profiles

Questions and Answers



nnnnnnnnnnn

[ ]
% uestions &
5272 Historic Hwy 165, Branson, MO
Is there good fishing there and if so can you get a permit for an out of state - A n Swe rS
fisherman close by? :

|@ 2 D Answer

O ; Questions &
Answers is a public
b o feature which
appears as part of

Do he fnt s have access o showers and il your Business

&1 O e Profile. Anyone can

B : ask, and answer

Yes. They're pretty decent shower and toilets compared to other state parks q u est i 0 n S a bo u t
o your business.

3 more answers



Add an answer publicl
B pubcly

Question about Barber...
6030 Barber Motorsports Pkwy,...

Kimberly Janovitz
a year ago

When is the fall motorcycle meet

3 R

beardyblu
18 months ago

Id say in the fall
i 2 Fa

< @ n

é

®

@

®

Question about Barber...
6030 Barber Motorsports Pkwy,...

Kimberly Janovitz
ayear ago

When is the fall motorcycle meet

5 3 R

RMW2

a year ago

Always the 2nd weekend of October. ...

NOTE: If the 1st of October falls on a
Sunday, - the 2nd weekend (Fri. thru
Sun.) will be the 5th, 6th, and 7th.

5 2 R

beardyblu

18 months ago

Add an answer publicly >

< ® u

Questions &
Answers

But... they often get
answered faster by
Local Guides than
they do by the
businesses, and the
Guides aren’t always
right.



If
X

7iNg

LY 3 ° °

o What is a Local Guide?

Josh Wray

Local Guide - Level & e Photos, Videos & 360s
2,003 points >

1,500 5,000 ® Ed't FaCtS
Contribute Reviews Photos Edits ® Add Places
08 @ 916509 Dt~ e Questions & Answers
‘2. The Ravenite Pizzeri .
=Xy 102 N Section ;,z;:i?hope, AL 36532 e Reviews

e Ratings




Of audited listings had questions Have answers from the business
from customers owner



New! Q&A is now
accessible via the
profile editing tools

- =& © 17,738 views this month

=

Edit profile Read reviews

2 1

Edit menu Food ordering
= =
Q&A Add update
Complete your :
profile

Add details and get
discovered by more
customers

‘ o,

Onlv manaaers of this orofile can see this

/H\;, Your business on Google

=

Messages

]

Waitlists

Ask for
reviews

Turn on chat

Let customers chat with

Add photo

Booking

you on Google for free

A~ e

Performance Advertise

.

~
Calls
Claim your credit : Se
More customers could be Le
reached with your $500 we
Ads credit 3
oogle



fH\, Your business on Google ; -
o=@ © 17,738 views this month g .
M a ke S u re yo u h ave EE E] (] A Business Profile settings ?E

Edit profile Read reviews Messages Add photo Performance Ady

notifications on and

[
8 11 (e ] . '
C h eC k yo u r a n Swe rS Edit menu Food ordering v-."ait‘zi’sts Booking Calls fid sinow Eisngss Frole ne

fre u e nt I Your Business Profiles febsi
. g.l =
Q&A Add update Ask for Help & support ic:
reviews £
Yo
Send feedback
Complete your : Turn on chat : Claim your credit ’ pee
S Terms of Service
profile yos!

Add detaile and nat | ot ruictamera chat with Mare cuctamera canld he e



Make sure you have
notifications on and
check your answers
frequently.

& Notifications :

SMS notifications

Mobile number

Verify your mobile number to turn on SMS notifications. The number will not be publicly visible on
Google

Get SMS notifications when customers send a message

Email notifications

il Kim Palmer A
@ kim.palmer@milespartnership.com L’
Language A
English LJ

Important updates
Google may send you important updates about your account

Customer messages &
Alerts when customers send a message to your business

Customer reviews -
Updates about rouisws et your IS Raaasses e
Questions and answers ®

Alerts about questions and answers posted to your Business Profile

Bookings Q

Alerts about bookings to your business

Quotes )

Email requests for quotes from customers through Google



Q_Reply @Reply All [_Q_)Forward

Sun4/22/2013 354 THE MODERN HONOLULU

GM  Google My Business <googlemybusiness-noreply@google.com> 1603, 1775 Ala Moana Bivd, Honolulu, HI

Rick McMahan added a new question to your listing
To CA.Clark@milespartnership.com
@ i there are problems with how this message is displayed, click here to view it in a web browser. ‘

Google My Business

& All questions

Rick McMahan
Does every room have a balcony?

il Helpful?

THE MODERN HONOLULU E@

Rick McMahan added a new question
to your listing

"Does every room have a balcony?"

THE MODERN HONOLULU (Owner)

Add an answer publicly

=== THE MODERN HONO... >—
m 1603, 1775 Ala Moana Blvd, @

Hon...

REPLY NOW

REPORT THIS QUESTION 9

Learn more z Goééle Play Ask an expert

o =

Google LLC 1600 Amphitheatre Parkway, Mountain View, CA 94043 USA @
This email was sent o you because you indicated that you'd like to receive nofifications about Questions and Answers on

your business listing. If you don't want to receive such emails in the future, please unsubscribe here. You can also change
your preferences on your Google My Business settings page by logging into https://business.google.com/settings

Kat E
Local Guide - 14 reviews - 15 photos

Not all but most.

i 2

Rajesh Bahadur
Local Guide - 11 reviews - 40 photos

Most of yes.

iy Helpful?

vicky scharlau
Local Guide - 4 reviews - 131 photos

Nope.

e Lok 10




< Question about Barber...
6030 Barber Motorsports Pkwy,...

g Kimberly Janovitz
ayear ago
When is the fall motorcycle meet

3 R

@ beardyblu
5 18 months ago

Id say in the fall
i 2

Q Add an answer publicly >

< @ n

X

What would you like to report?

Off-topic

No longer applies

Advertising or spam

Hate, violent or inappropriate

Incorrect information

Something else

After you've
provided your own
answers, report
the bad answers in
your profile.



Submit FAQs as Questions & Answers

THE MODERN HONOLULU

1603, 1775 Ala Moana Blvd, Honolulu, HI

Know this place? Answer quick questions

Write a review

Review summary
®

Rooms - 3.9 %k k%

Guests liked the large, clean, updated rooms, though
some said maintenance could be improved - Rooms had
views - Some guests noted the rooms could be quieter &
beds could be improved

Location - 4.4 Y% % %
Near the beach; shopping & sightseeing nearby - Easily
accessible by car - Near public transit

Add a photo

Service & facilities - 4.3 J ok Kk
Guests enjoyed the pool - Guests appreciated the friendly
staff - Guests spoke highly of housekeeping

View all reviews

Does every room have a balcony?

A sipful?

Questions & answers

. Ask a question
See all questions (2)

v
B ES

E Answer

KatE
Local Guide - 14 reviews - 15 photos

Not all but most.

i 2

Ask a question

THE MODERN HONOLULU
5 more answers

=  THE MODERN HONOLULU

E@ Posting publicly

<ing available?

slpful? E Ans

How far is the hotel from Ala Moana Shopping area?|

Ryan Devlin
Local Guide #83 reviews - 193 photos

In thedictual hotel it's valet parking only. There's
bill in addition to the $35 per night. Self pai

i 2

CANCEL POST

9 more answers



Reviews and Online Reputation



98%

Of consumers
read reviews
for local
businesses

BrightLocal: https://www.brightlocal.com/research/local-consumer-review-survey/



https://www.brightlocal.com/research/local-consumer-review-survey/

98% 40"

Of consumers Of consumers

read reviews will only use a
for local business if it
businesses has 4 or more

stars

BrightLocal: https://www.brightlocal.com/research/local-consumer-review-survey/



https://www.brightlocal.com/research/local-consumer-review-survey/

98%

Of consumers
read reviews
for local
businesses

BrightLocal: https://www.brightlocal.com/research/local-consumer-review-survey/

40*

Of consumers
will only use a
business if it
has 4 or more
stars

89*

Of consumers say
they would be
‘fairly’ or ‘highly’
likely touse a
business that
responds to all
reviews


https://www.brightlocal.com/research/local-consumer-review-survey/

Respond to Reviews

The most
frequently used
platforms for local
business reviews
are Google, Yelp,
Facebook &
Tripadvisor.

100%

Which of the following sites or apps have you used to
evaluate local businesses in the last 12 months?

81%

75%

50%

25%

0%

2021 | 2020
P brightlocal Local Consumer Review Survey 2022



TRUSTWORTHINESS: RATINGS & REVIEWS

Question: Please
M Usually trustworthy Always trustworthy

evaluate how trustworthy

Google Maps, Search or Business

is the customer Listings 20.6%

rating/review information

TripAdvisor
available on each
platform? Apple Maps
Yelp
Facebook
0% 20%  40%  60%  80%

Destination € Analysts
¢y . PAGE 50



Reviews Influence Rank

Google

Ice Cream in lake placid NY

@ Maps [Z) Images ¢ Shopping ) Videos [E) News

About 2,230,000 results (0.58 seconds)

Results for Lake Placid, NY - Choose area
Places : Rating ~+ = Hours ~

Emma'’s Lake Placid Creamery
4.6 % % % & 4 (613) - Ice Cream
2507 Main St

Closed - Opens 12:30PM Thu
In-store shopping

Ben & Jerry's

4.3 % % % %4 (151)-8S - Ice Cream
2423 Main St

Closed - Opens 2PM

Iconic, creative ice cream parlor chain

Get Twisted
No reviews - Ice Cream
2567 Main St

Golden Arrc
! t Closed - Opens 11 AM Wed
Lakeside R¢ P

Takeout - No delivery

More places -

[ Books X Flights )~ Finance

B ES

PARTNERSHIP

¢ ®Q

DISTANCE

P puapian wianiey >
s VBoul Rental

I's Q y oMouma‘m Mist Ice Cream

A
Iny

@ MirrorLake Inn

é‘ 5 P Lakejfouse ati
3 zf i High'Peaks|Resort
b f o © gl RELEVANCE PROMINENCE
com g St i3 Qsen & Jerry's
CR | 5
i 2 §
fo 2
b ilhe Lake F
o'%, mi;.s‘ - " Boat Hous
oneidaAve 3 QEm'ma's‘liake
2 Placid Creamery
g nery

? Get Twisted O
Crowne Plaza Lake

Placid, an IHG ‘#’al;e E)a_ci%h
Lake Placid gaaduan Chute
Olympic Museum

Lake Placid &,
Pub& Brewery

>

‘//laq

o Stewart's Shops

Py
N e Kevboard shortcuts  Map data 82023 Gt



81%

Of reviews are 4.0+
Less than 4% are one star

4.4

Median Rating




Respond to Reviews S:re Kreuher e

4 3 6 * * * * i 393 reviews Sort by: Newest v

Jean Philippe Guy

CU Sto m e r reVieWS a re @ Local Guide - 119 reviews - 642 photos

* & 2 months ago

posted by u S e rS d i re Ct I y to Very disappointing experience. High dollar with sub par food and very average service. Not worthy of a

Michelin Star.

your business profile. They o

Response from the owner 2 months ago

appear wherever your Dear i Guy

Thank you so much for taking the time to share your feedback about your experience at Gabriel

p rOfi I e a p pe a rS a n d a re t h e Kreuther. We are very regretful to hear that we did not meet your expectations. If you would allow, |
b would love to be in touch with you to further discuss your experience. | can be reached at
« Q ”»
source of your “star rating

jean@gknyc.com. Thank you in advance for your time and | look forward to speaking with you.

Best Regards,
Jean Lee
Guest Relations Manager

Felipe Archondo
Local Guide - 1 photo

% %% %% 2 months ago

Ready2 Retire
Local Guide - 32 reviews - 1 photo

% %% k% 2 months ago - |m

Kenny Yuen
" 1 review



Respond to Reviews

The Average Conversion Rate of Business Locations
by Their Average Reply Rate

Respond to 30% of
your reviews for an o

80% boost in P
conversions. A
Responses show E %
you are attentive to P e

0%

CUStomerS 0% 10% 20% 30% 20%

Average Reply Rate @® smB . ENT

*Dots represent clusters of locations that have similar reply rates and conversion
' . . .
uberall rates and the line represents the trend of conversion rate increase.

https://uberall.com/en-us/company/press-releases/study-brick-and-mortar-businesses-small-increase-in-online-ratings-boosts-conversion-by-25-percent



https://uberall.com/en-us/company/press-releases/study-brick-and-mortar-businesses-small-increase-in-online-ratings-boosts-conversion-by-25-percent

UES

PARTNERSHIP

Responding to
Google the hideout gl ”
o
Q Al @ Maps () Shopping [ Images [ Videos  : More e ReVI ews

About 2,260,000 results (0.56 seconds)

<
Jo

Michael C. Delapena

! el bu_sme.ss e Google : & 13 reviews in Bradenton :
= @ 17,738 views this month
& 3 weeks ago
= [&] Vv % Dine in | Dinner | $10-20
Edit prof e Read reviews Mg .sages Add photo Performance Advertise Some friends invited me to join them at this

hotel bar, just yards from Anna Maria Island.

First of all the ocean view is amazing.... More

L&) 1 ] B8 . . 9. More
Edit menu Food ordering Waitlists Booking Calls 7 "I R
‘ —

Complete your : Turn on chat : Claim your credit : Se
profile
Add details and get Let customers chat with More customers could be Le
discovered by more you on Google for free reached with your $500 we
customers Ads credit 5
I—lg Google
(g™ |




& Customers

Reviews

UES

PARTNERSHIP

Responding to

View and reply to feedback from customers on Search and Maps

Messages

R e U i e
View and respond to messages from your customers > I WS

Q&A
Answer que

& Reply to review i X
Cutter's cutlery
50 ***** 2 reviews @
Michelle Clark
Sort by Local Guide - 90 reviews * 991 photos
Most relevant Newest Highest Lowest A4 A4+ 16 Jun 2019
Very lovely staff, answered all of my questions expertly.
Michelle Clark
Local Guide - 90 reviews - 991 photos Cutter's cutlery
Fok Kk K 2 years ago B& Owner
v Replying publicly
0/ 4000
Claude Clark i

Local Guide - 1 review - 73 photos
%k Kk 2 years ago
this place is the best

« Reply g1

This customer will be notified about your reply, and it will be publicly visible on your Business Profile

Reply




Star Rating Distribution ye| p

51%

68% of the star
ratings provided
by users on Yelp
are 4 or 5 star.

18% are one
star poor
reviews.

Source: Yelp Metrics as of December 31, 2021



https://www.yelp-press.com/company/fast-facts/default.aspx

Search within reviews

Recommended Reviews Q - y e | p .}c

Username
Location

“Recommended Reviews” the only
&= reviews visible on your Yelp page

00000 327202

L]
Recommendation software
This place is the official pizza of Raritan Medical Center,

or should be, | LOVE THAT FOOD.
THIS PLACE IS THE BEST!!!

chooses the most usable and
‘ sushma 7. G reliable reviews from active users

@438 @211 B 1653
0000 2512020

Yelp does not want businesses to

I went during closing time and on a Monday night during the pandemic so it's possible | didn't get
the premium slices to sample. My pizza was dry without much sauce and a little sedated on flavor.

Sauce that was there was a bit sweet. | do think a fresh pie would have been better, and I'm willing a S k C u Sto m e rS to W r ite reVi eWS

to try that the next time I'm the area. Customer service was great. Place was clean. Everyone wore
masks. Overall, a place | would retry but definitely go for a fresh pie.

Their software actively targets
reviews that have been solicited.

® Useful 12 @ Funny 6 @ Cool 8



‘Tripadvisor:

What drives traveler

engagement with
listings?

Number of
photos

Tripadvisor’s research says review
factors make up three of the four
key drivers of traveler engagement

Management Number of

responses in reviews in the
the past year past year

\ 4



Top Restaurants in Kalamazoo Sort by: ®

31 results match your filters Clear all filters

Tripadvisor Popularity Ranking is

~ . Q0000 337 cviews - Open Now

g Arenco 5355 unique to the Tripadvisor platform

4 99 “Absolutely loved the vegan selections but all the dishes coming from kitchen...”

B" 99 “It'savery young crowd but since we eat vegan we decided to check it out.”
y

Order online

Ymr—— Based on user reviews and reflects

QO®@®O®O 155 cvicws - Closed Now

§  American, Cafe - $

A B your standing against other
businesses in your geographic
3. Kalamazoo Beer Exchange | Oca t i O n

| Q0000 365 ciicws - Open Now
N American, Bar - $$-$$$

.99 “Great food and service”

- A Ranking is based on Quality,
,_ , Quantity & Recency of guest
4. Erbelli's Gourmet Pizza
ree s feedback of both your business and

99 “Great Take-Out”

99 “Yummy food and friendly service” those a rou nd you

Order online




Top Restaurants in Kalamazoo

31 results match your filters Clear all filters

1. Crow's Nest

Q@O®O®O®O 337 cvicws - Open Now
American, Cafe - $$- $$$

9 “Absolutely loved the vegan sele

Order online

2. The Studio Grill

QO®@®O®O 155 cvicws - Closed Now
§  American, Cafe - $

| 99 “BestWait.Ever... "
99 “amazing breakfast”

3. Kalamazoo Beer Exchange

| Q0000 365 ciicws - Open Now
N American, Bar - $$- $$$
A

99 “Great food and service
& 99 “Beat my expectations.”

Order online

4. Erbelli's Gourmet Pizza

....O 458 reviews - Open Now
Italian, Pizza - $$-$$$

99 “Great Take-Out”
99 “Yummy food and friendly service’

Order online

Sort by:

ctions but all the dishes coming from kitchen
B" 99 “It'savery young crowd but since we eat vegan we decided to check it out.”

Popularity Ranking is recalculated
by Tripadvisor every day

A commercial relationship with
Tripadvisor has no impact on
ranking

Management Responses to
reviews & sub-ratings (cleanliness,
service, etc.) are not factored



rofile Performance




Profile Performance

Profile Performance
Reports can be accessed via
Google search by clicking
Performance.

731\ Your business on Google

. @ 17,738 views this month

-~ 3 =] ()

Edit profile Read reviews Messages Add photo

= 1 ir i)

Edit menu Food ordering Waitlists Booking

Complete your Turn on chat
profile

Add details and get
discovered by more
customers

Let customers chat with
you on Google for free

rd

57— O

|
L |
J

A~ A
Performance Advertise
“ v
Calls
Claim your credit : Se
More customers could be Le
reached with your $500 we
Ads credit 3
Google
[ — M




Profile Performance

&  Performance : X

Performance reporting i —
tracks customer exposures

and engagement inside :
Google’s platform - you can’t 3,478

Business Profile interactions (0

get these numbers

anywhere else. P N

° Customer aCtionS O 500 ——————0O| Howpeoplediscovered you @
Bookings o 108K 49,121

V. . b . | .t . S h & M © People viewed your Business Profile Q Searches showed your Business Profile in the search results
. Platform and device breakdown Searches breakdown
° Se arc h te rms Platform and devices that people used to find ile Searchterms that showed your Business Profile in the search results
® 53,488 - 49%
aaaaaaaaaa ~ mobile 1
® 32,180-30% 2j m; land
oooooooooooo ~ mobile
3. restaurants near me

oooooooooooooooooo




Business Profiles: Maximize Your Exposure

M Up to date hours are critical

M Categories & Attributes influence where your business can appear
[:\4 Post 4 photos a month for a 30% lift in exposure

M Post updates and events for free visibility

M Respond to 30% of your reviews for an 80% lift in conversions

|\/ | Monitor profile performance and conversions



.;I'o\ols\& Resources




Tools & Education

Local Tourism Marketing
Academy



E ROBST roosT

Marketing Academy
Overview

Your Progress: Complete articles to earn badges!

Newbie Rookie Skilled Advanced Exper

Earned Jun 2022 Read 5 Articles Read 10 Articles Read 20 Articles Read 50 Ar P rOVi d ed f O r F R E E by RO OST
Welcome to the Local Tourism Marketing Academy brought to you by ROOST. O N I | ne resource Of d |g|ta | ma rket| ng

In an effort to help you effectively market your business, we've created this online library of |nte| I |gence fOI’ bUS INesses

materials specifically for businesses and organizations like yours. The library contains a col
documents, resources, reference materials, and tools to help you maximize your visibility ar Maximise the d|g|ta| readiness Of
digital marketing platforms. . L.

your business for when visitors

We have over 100 articles available already and are adding and updating content monthly.
right to find articles relevant to your interests. retu n

Access through December 2023

Latest Updates Email reminder functionality of new

content



miles

https://roost.tourismbusinessmarketing.com/
Access Code is ROOST

R%S I Create Your Account

Marketing Academy

To help you effectively market your business, this online library of educational Sign up With Google
and how-to materials has been specifically created for businesses and

organizations like yours. Create your account to access best practices,
reference materials, videos and other resources to help improve the success By creating an account. you agree to our Terms of
of your digital marketing efforts. Service and ackonwledge our Privacy Policy

and Terms of Service.

Sign in using your Google account to continue.




E ROBST roosT

Your Progress: Complete articles to earn badges

— — 4 A
Newbie Rookie Skillec
Earned Jun 2022 Read 5 Articles Read 10 Arl

Welcome to the Local Tourism Marketing Academy t

In an effort to help you effectively market your busing
materials specifically for businesses and organizatio
documents, resources, reference materials, and toolg
digital marketing platforms.

We have over 100 articles available already and are g
right to find articles relevant to your interests.

Latest Updates

9 Account

Google My Business v
Knowledge Panels v
Google Analytics v
Content Marketing v
Social Media v
Optimization Tips v
SEO v

Digital Advertising v
Other Products v

Tools And Resources v

ASK A QUESTION

Tags

Analytics ]  Best Practices [53
Content Marketing 3

Digital Advertisingl@ GMBED
Knowledge Panel [
Optimization ) SEOBR

Social Medial  TripAdvisor [§)

Search for
E-aﬂpiﬂsation by topic

Topic Tags at bottom
identifies number of content
pieces on that topic

More Than 60 Articles &
Videos on Digital Marketing
updated regularly



TS

hotels have aggressive direct booking
campaigns, such as Hilton's “Stop Clicking
Around.”

In building a smart balance of online bookings, hotels need to develop a strong online presence; reach and engage with
travelers; plus provide a compelling reason to book direct. Without this properties are resigning themselves to having
more and more of their bookings controlled by OTAs — with the resulting impact on yield, ownership of the guest and
their ability to control their future.

OTAs can be powerful and valuable marketing partners — but as with all successful partnerships, hotels need to
ensure they are valued, equal and nondependent partners in the relationship.

Go back to read about the Risks and Rewards of OTAs, or consider listing optimization for your hotel on TripAdvisor.

Mark This Article As Complete! @ Newbie - Read 3 more articles to reach Rookie

Article Tags
® Lodging ® OTAs

UES

PARTNERSHIP

Earn Badges

Complete articles to
progress through the
badges

Just check “mark as
complete” as you finish
the content

We'll periodically
recommend new
content



= B ROBSTroost

® Account Question Form

g Your Name

Google My Business v

] e .
Knowledge Panels v
Business Name

Ask a Question

rary of Content Marketing v Your Location

lains a

ility and Social Media v (City and State)

Contact Email
Optimization Tips v

Questions submitted

SEO v
Your Question

Digital Advertising v Let us know what you need help with. tO t h e M i I e S
Partnership support

Tools And Resources v

team
4

ignificant Suggestions?

# looking Tags Let us know if you have any suggestions for

" Suggest a content

Analytics[f]  Best Practices &3

: topic you would like

Digital Advertisingld GMBED

to see added to the

Optimizationf] SEOR)

Social Media  TripAdvisor B Aca d e m y

Video|d VYeipE YouTube )




Schedule Office Hours
With Miles

Need
Assistance
With Your
Business

P ro fi I e7 https://calendly.com/milespartnershipgoogledmo/roost-ny-office-hours?month=2023-04
[ ]







