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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. 



270+
Destinations have participated 

in some version of our program

150,000+
Businesses and POI have been 

audited and analyzed

8,000+
Business owners and managers 

received in-person or virtual 

training



Session 1 Recap: Fundamentals

Claiming Your Business on Key Platforms

Why This is Important to Your Business

Updating Critical Business Data

Q & A

What’s New on Google



What We’ll Cover Today
Session 2: Maximizing Exposure

Responding to Q & A

Increasing Relevance

Managing Customer Reviews

Monitoring Performance

Leveraging Photography

Updating With Posts



Need 
Assistance 
With Your 
Business 
Profile?

Schedule Office Hours 
With Miles

https://calendly.com/milespartnershipgoogledmo/roost-ny-office-hours?month=2023-04



Choosing Categories



DISTANCE

RELEVANCE PROMINENCE

Categories Matter



Adding relevant 

categories can 

significantly expand 
where a business shows 
up because it matches 

more searches

Categories Matter



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. 

Edit Categories



Look for 

“Business 

information”,

then “Business 

category”

Edit Categories



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

Edit Categories



Monitoring Attributes



Adding attributes 

creates customer 
confidence that a 

business will meet 

their needs

Monitor Attributes



Search for your 

business, go to “Edit 

profile”, then 

“Business 

information”, then 

“More”

Edit Attributes



Edit Attributes



Listings can feature  

“diversity attributes” 

Business owners can 

self-identify with a 

number of attributes 

such as “Black Owned” 

or “Women Led” & more.

In Yelp, Google, and 
Tripadvisor these 

attributes are 

searchable and highly 

visible 

Edit Attributes



Menus & Services 



Depending on your 

business category, 

you can use menus 
or services to 

expand the content 

in your business 

profile.

Menus & Services



Accommodations 

have limited access 

to some of these 

features - but, if you 

are also an event or 
wedding venue, you 

can add those 

categories to get 

access to “services”

Menus & Services



Use the SERP 
editing tool to 

access the Menu 

edit feature. 

Not available 

through Maps!

Menus & Services



Menu Highlights 

are generated by 

Google based on 

customer photos 

and reviews. 

You can suggest an edit 

to the names of the 

dishes featured.

Menus & Services



Photo Best Practices



Photos are a key part 

of how potential 

customers make 
decisions about your 

business. 

Images Inspire



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

291%
Higher 

exposure

Businesses 
with more than 
100 images 
have 
significantly 
higher 
exposure 
rates. 

Impact of Photos

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

291%
Higher 

exposure

Listings with 
quality photos 
are twice as 
likely to 
generate 
engagement 
with potential 
customers

Impact of Photos 

Add 4-5 photos per 
month for a 

10-30% 
Lift in exposures for 

your business

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


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.

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. 

3. RECENT

Photo Best Practices 



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. 



111,277 views 10,757 views



Photo Best Practices
● Only upload photos you created or 

own the complete rights to. 

● Upload at least 4K images 

(3840x2160). 

● Don’t use filters - limit your edits to 

brightness, color, contrast & 

saturation.

● Avoid seasonal images, unless 

that’s relevant to the location 

you’re shooting.



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 & PII, or 

have release forms.



Flagging Photos



Flagging Photos



90%
Of photos available for your 

business are supplied by your 
customers



90%
Of photos available for 

your business are supplied 
by your customers

49%
But, customer photos account 

for less than half of all views



Flagging Photos





Post Updates



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!)

Post Updates



Accommodation 
business types 
(finally!) get access 
to posts! 
But, not all the types of 

posts - only 

announcements and 

events - no offers. 

Hotels get 
Posts!



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

Post Updates



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

● Focus your message on the first 100 

characters. 

● Add your own tracking codes to your 

call-to-action button.

● Post early in the week if you’re promoting 

something the following weekend.  

Post Updates



Questions and Answers
Google Business Profiles



Questions & 
Answers is a public 
feature which 
appears as part of 
your Business 
Profile. Anyone can 
ask, and answer 
questions about 
your business. 

Questions &  
Answers



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

Questions &  
Answers



● Photos, Videos & 360s

● Edit Facts

● Add Places

● Questions & Answers

● Reviews

● Ratings

What is a Local Guide?



95%
Of audited listings had questions 

from customers

<15%
Have answers from the business 

owner



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



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



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





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



Submit FAQs as Questions & Answers



Reviews and Online Reputation



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

98%

Of consumers 
read reviews 

for local 
businesses

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


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

98%

Of consumers 
read reviews 

for local 
businesses

40%

Of consumers 
will only use a 
business if it 

has 4 or more 
stars

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


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

98%

Of consumers 
read reviews 

for local 
businesses

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 to use a 
business that 

responds to all 
reviews

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


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

Respond to Reviews





Reviews Influence Rank

DISTANCE

RELEVANCE PROMINENCE



81%
Of reviews are 4.0+

Less than 4% are one star 

4.4 
Median Rating



Customer reviews are 

posted by users directly to 

your business profile. They 

appear wherever your 

profile appears, and are the 
source of your “star rating” 

 Respond to Reviews



Respond to 30% of 
your reviews for an 
80% boost in 
conversions. 
Responses show 
you are attentive to 
customers. 

Respond to Reviews

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


Responding to 
Reviews



Responding to 
Reviews



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


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

Recommendation software 

chooses the most usable and 
reliable reviews from active users

Yelp does not want businesses to 
ask customers to write reviews
 
Their software actively targets 
reviews that have been solicited.



Tripadvisor’s research says review 

factors make up three of the four 
key drivers of traveler engagement



Tripadvisor Popularity Ranking is 

unique to the Tripadvisor platform

Based on user reviews and reflects 

your standing against other 
businesses in your geographic 

location

Ranking is based on Quality, 
Quantity & Recency of guest 

feedback of both your business and 

those around you 



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



Profile Performance



Profile Performance 

Reports can be accessed via 

Google search by clicking 

Performance.

Profile Performance



Performance reporting 

tracks customer exposures 
and engagement inside 

Google’s platform - you can’t 

get these numbers 

anywhere else.
● Customer actions
● Bookings
● Visibility in Search & Maps
● Search terms

Profile Performance



  Business Profiles: Maximize Your Exposure

Post updates and events for free visibility

Up to date hours are critical

Categories & Attributes influence where your business can appear

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

Post 4 photos a month for a 30% lift in exposure

Monitor profile performance and conversions



Tools & Resources



Local Tourism Marketing 
Academy

Tools & Education



Provided for FREE by ROOST

Online resource of digital marketing 
intelligence for businesses 

Maximise the digital readiness of 
your business for when visitors 
return

Access through December 2023

Email reminder functionality of new 
content

Marketing Academy 
Overview



https://roost.tourismbusinessmarketing.com/

Access Code is ROOST



Easy navigation by topic

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

More Than 60 Articles & 
Videos on Digital Marketing 
updated regularly 

Search for 
Topics



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



Questions submitted 
to the Miles 
Partnership support 
team 

Suggest a content 
topic you would like 
to see added to the 
Academy

Ask a Question



Need 
Assistance 
With Your 
Business 
Profile?

Schedule Office Hours 
With Miles

https://calendly.com/milespartnershipgoogledmo/roost-ny-office-hours?month=2023-04



Questions & Discussion


