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Get free support  —
schedule Office Hours
Meet one-on-one with a digital listing consultant. 

● Get help verifying your listing(s) 

● Get assistance adding your business to Google, 
Yelp, TripAdvisor, Apple, or Bing

● Get recommendations for optimizing your free 
digital listing

● Get support with roadblocks 
FREE | UNLIMITED | AVAILABLE NOW

Scan 
this 
Cod
e



TENNESSEE PROGRAM:
SUPPORTING SMALL COMMUNITIES

For the last five years Miles has 
supported Tennessee Department of 
Tourism’s Rural Tourism & Destination 
Development Team. 

» Worked with 45 Tennessee counties.

» Audited over 5,000 Tennessee small 
businesses across these markets.

» Discovered opportunities to further 
support small businesses with access to 
training materials.

Destination Optimization Program 
Counties (2021–2025)



Agenda
What 
You’ll 
Learn

1. Share Your Story with Photos & Videos
Showcase the best of your brand with visuals that 
captivate and inspire visitors

2. Increase Conversions
Highlight your products, boost ticket sales, show off 
your restaurant menu and more

3. Ace Reputation Management
Unlock tips and proven strategies to manage, 
enhance, and grow your customer feedback

4. Tools, Training Resources and Support
Get access to free tools and video training through 
Tennessee Department of Tourist Development



What is a Google Business Profile 
& Where Do They Show Up? 

X



GBPs 
The Source 
of Google’s 
Content

A free listing
This listing helps people find 
your business online. They may 
be searching for you directly or 
looking for a product or service 
(discovery).

Shows your info
Helps customers learn about 
your business and get 
information like hours and 
services. 

You can and 
should manage it
Control your presence online 
and make sure customers are 
getting accurate information. 



GBPs drive local discovery»

Google Business Profiles source content on Google 
Search and Google Maps, including the Local Pack. 



Links to GBPs 
are also built into 
AI answers.
In an interview with Google’s VP 
of Product, it was revealed that 
that Google Business Profile data 
is eligible for—and actively used 
in—AI-powered 
recommendations.

https://ppc.land/google-reveals-how-ai-decides-which-businesses-get-recommended/?utm_source=chatgpt.com


Missed Webinar 1? Start here.»
✅ Update business information. Verify that the location is correct, add social links, 
update business hours, etc. 

✅ Optimize your description. Write a keyword rich description that tells you story 
and is informative. Let customers know what you offer. 

Encounter a roadblock? 
Get free support from an expert.

More in the  
Online Library
Maximize Exposure Online 
With Google Business Profiles

Lessons 3-5

✅ Add categories and attributes. Boost your visibility 
by selecting tags that are relevant to your business 
and highlight your offerings.

https://calendly.com/milespartnershipgoogledmo/tn-office-hours
https://academyfortourism.com/tennessee/
https://academyfortourism.com/tennessee/


X

Share Your Story with Imagery
Use photos and videos to boost 

engagement online 



Today’s Search Results: 
More Visible Than Ever 

»
● Long and short videos featured 

between organic links
● Carousels featuring GBPs for 

dining and attractions 
● A section called “visual 

inspiration” that’s pulled from 
image search

● Photos for organic web links.



Owner and customer 
photos strongly 
influence purchase 
decisions. 

The Power of Photos»



» Photos Boost Conversions

GBPs enhanced with high 
quality photos are 35% more 
likely to generate website 
clicks and attract visits.

On average, 15% of the rural Tennessee 
listings we’ve audited had no photos. 

Source: Google & Ipsos Study

https://www.dacgroup.com/insights/local-search-news/why-photos-on-your-google-business-profile-matter/?utm_source=chatgpt.com


Listings with more photos 
show up in more discovery 
searches.

Businesses with 100+ 
photos on Google get 311% 
more exposure than those 
with 26–50 photos. 

Businesses can add more 
photos to boost visibility.

» Impact of Photos on Search Performance



Updating Photos
How to get 
there ● On desktop, click “Photos” 

● On mobile, click “Business” then “Add Photo”
● Go here to change your logo or update your cover. 
● Add or remove photos and videos (up to 30 

seconds)



Managing Photos»

Tip: Click “view all photos” to see your uploads and user generated content.



What makes a 
business photo great?



#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.

3 Key Features of 
Good Business Photos

»



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

111,277 views

10,757 views

3 Key Features of 
Good Business Photos

»



#3 - Recent
Customers want to know what 
things look like right now. 
They’re looking for reassurance 
- yes, others are having a great 
experience. 

3 Key Features of 
Good Business Photos

»

Tip: Add 4 - 5 new photos per month for a 10% - 30% lift in exposures for your business.



Periodically Review User Generated Images (UGC)»



Poor Quality Images 
Can Be Removed



Only upload photos you 
created or own the rights to. 

Don’t use filters or overlay 
text. Use Google Posts to 
promote deals and offers.
Have evergreen photos of 
what the business looks like.

Photo Best Practices»

Tip: For full guidelines, review Google’s Tips for Posting Media to Maps article.

https://support.google.com/contributionpolicy/answer/7411351?hl=en#zippy=%2Csuperimposed-text-or-graphics


Avoid “selfies.” The place 
should be the primary focus. 
Show off your products, the 
general vibe or an experience.
For brick and mortar locations, 
include photos of the interior 
without people if possible. In a 
busy location, try to get backs 
of your customers. 

Photo Best Practices»



Avoid identifiable faces & 
personally identifiable 
information.

However, there’s exceptions to 
every rule. Sometimes people 
help you show off your product 
or service. Just get permission 
and have release forms.

Photo Best Practices»



Google accepts  10-second live 
or 30-second recorded videos.

Recycle clips from other short 
form video posts. Remove 
overlay text or logos first. 

Shoot vertical video because of 
the layout in the photo gallery 
on Maps.

Don’t Forget Video»



Photos & Videos: Your Checklist for Success»
✅ Show off your unique products and experience with photos and videos. 
✅ Review your photos and remove any images of your property that are 
outdated (like after a remodel or older products.)
✅ Set a reminder. Upload 4-5 photos a month for a boost in engagement. This 
also signals to Google that the listing is active.

Encounter a roadblock? 
Get free support from an expert.

More in the  
Online Library
Maximize Exposure Online 
With Google Business Profiles 
- Lesson 8 

Tips for Better Mobile Photos & 
More Impact 

✅ Review UGC regularly. Flag images that are 
low quality or no longer relevant. 

https://calendly.com/milespartnershipgoogledmo/tn-office-hours
https://academyfortourism.com/tennessee/
https://academyfortourism.com/tennessee/


Increase Conversions
Highlight events, products and more

X



Boost 
Conversions
Bookings  
Menus & 
More

● Create a menu manually
● Upload photos or a pdf to create a menu
● Review “menu highlights” that are created from 

customer mentions and report feedback.
● Add a booking button (need a preferred partner) or 

add a booking link.
● Integrate food ordering (partner required)



This feature gives you a little 
more control over UGC. 
Report images or make 
corrections to the names of 
dishes your customers 
contribute. 

Keep up with the 
menu highlights

»



Boost 
Conversions
Products 
& Services ● Products and services appear in your listing

● Products are more prominently featured as a 
carousel and services are in a list format.

● Google highlights services in local search 
results

● Products can be used for physical items or 
services and you can use both



We searched “lomi lomi massage 
near me.” Notice how Google 
shows a list of businesses and 
highlights a local listing at the 
very top because they offer the 
service we are looking for. 

Here’s what services 
look like in search

»



Products are little more visual 
and come with call to action 
buttons, but both features are 
valuable for businesses and can 
be used simultaneously.

Here’s what products 
look like in a listing

»



Boost 
Conversions
Booking, 
Tickets & 
Activities

● Highlight your tickets and tours, above other offers
● Tickets appears as a CTA button on a listing
● Bookings and activities appear as links in the listing
● These help increase direct bookings
● Add multiple tickets, and edit and delete as needed
● May appear as an “activities” in the dashboard



Notice the “See tickets” button. 
This appears at the very top of 
listing. It links to a list of ticket 
options in the GBP. 

Booking links take users directly 
to your website. They appear 
above other offers like in this 
example. See Evendo. 

Here’s what activities 
and tours look like

»



Boost 
Conversions
Updates, 
Events + 
Offers

● Use “Posts” to boost conversions
● There are three types: Events, updates and offers
● Add a call to action button to posts
● Add start and end time to events and offers
● Appears in your listing as a photo carousel 
● Can appear in local search results



Use post to make an 
announcement, share deals 
or sell event tickets. 
Use an attention grabbing 
photo, keep it short (100 
characters), track results, post 
early in the week for promotions 
the following weekend.  

Here’s what Google 
Posts look like

»



Ace Reputation Management
Proven strategies to manage reviews

X



Reputation management is a 
proactive approach to tracking, 
managing, and improving your 
brand’s reputation across digital 
marketing channels.

What is Reputation Management?



Modern Reputation Management 
is a two-way communication 
between brand and customer.



65%
of the market is 

complete on 
Tripadvisor

82%
of the market 
is complete 

on Bing

92%
of consumer 

use reviews to 
guide purchase 

decisions 

THE POWER OF REVIEWS

Source: Forbes

https://www.forbes.com/sites/forbestechcouncil/2022/08/16/online-reviews-the-customer-reference-that-never-sleeps/


52%
will only use a 
business if the 
rating is 4.0 or 

or higher

92%
of consumer 

use reviews to 
guide purchase 

decisions 

THE POWER OF REVIEWS

Source: BrightlocalSource: Forbes

https://www.brightlocal.com/research/local-consumer-review-survey-2023/
https://www.forbes.com/sites/forbestechcouncil/2022/08/16/online-reviews-the-customer-reference-that-never-sleeps/


88%
Are “fairly” or 

“highly” likely to 
use a business 

with response to 
all reviews. 

52%
will only use a 
business if the 
rating is 4.0 or 

or higher

92%
of consumer 

use reviews to 
guide purchase 

decisions 

THE POWER OF REVIEWS

Source: Brightlocal

Source: Forbes Source: Brightlocal

https://www.brightlocal.com/research/local-consumer-review-survey-2023/
https://www.forbes.com/sites/forbestechcouncil/2022/08/16/online-reviews-the-customer-reference-that-never-sleeps/
https://www.brightlocal.com/research/local-consumer-review-survey-2023/


4 Ways Reviews 
Impact Your Business.



#1 - Reviews build trust and 
create credibility
Marketing to drive demand is only 
half the equation.
Consumer confidence is fueled by 
social proof.

 Business 
Demand 

Marketing & 
Advertising

Consumer 
Confidence 

Trust & 
Credibility

Impact of Reviews»



#2 - Reviews power visibility
If you want to boost your placement 
(for FREE), you’ll want to start with 
looking at your “prominence.”

Impact of Reviews»



#3 - Reviews boost loyalty 
& conversion
Responding to reviews gives 
businesses the opportunity to thank 
and reinforce best customers and 
win those with negative experiences 
back.

Impact of Reviews»



#4 - Reviews provide 
valuable feedback 
Learn from any mistakes and show 
customers that their feedback 
matters. What can you take away 
from reviews?

Impact of Reviews»



How do we 
move the needle?



REVIEW BEST PRACTICES

Getting Started —
Define Your Success

Know
Your current status 
(and competitors!) 
across platforms

Integrate
Goals across your business 
& marketing with clear 
ownership & training

»» »

Set
Clear goals, timelines & 
metrics for the change 
you want to see



One of the easiest ways 
to get more reviews is 
simply to ask.
19% of consumers always left a 
review when asked

26% of consumers left a review 
more than half of the time

Both of these metrics have 
increased since 2022 
Source: Brightlocal

https://www.brightlocal.com/research/local-consumer-review-survey-2023/


How to get more 
online reviews
Review 
Links

Go to Edit Profile > Ask for Reviews.



Performance 
Cards

How to get more 
online reviews



Review 
Signage

DIY your own signs OR buy tap review pedestals online.

How to get more 
online reviews



Cards & 
Window 
Decals

Free for businesses 
with a verified 
Tripadvisor listing

Tap or scan feature. 
Can find custom 
options online.

Even websites like Etsy 
have customized 
products.

How to get more 
online reviews



Email & 
SMS Text

How to get more 
online reviews



Tips for Managing & 
Prioritizing Reviews.



STRATEGY IN ACTION

Recipe for Success —
Key elements of Brand Trust

Consistency
Maintaining a 
consistent voice and 
message across all 
platforms

Engagement 
Interacting with the 
audience to build trust 
and address concerns.

»» »

Transparency 
Being open and honest, 
especially in crisis 
situations.



Responding to 
Reviews
How to get 
there ● On desktop, click “Read Reviews” 

● On mobile, click “Business” then “Reviews”
● Filter reviews by “newest,” “highest” or “lowest”
● Reply and “react” to your reviews



Managing Photos»

Tip: React to your most positive, helpful reviews.



As a small business, your time 
and resources are limited. The 
good news is, you don’t have to 
respond to every review. 



How often you respond impacts conversions»
Your reply rate matters.
The study showed that 
businesses that respond 
to 30% of reviews saw an 
80% boost in conversions 
compared to businesses 
that responded to 10% of 
feedback online.

– Uberall Study

https://searchengineland.com/achieving-3-7-google-my-business-rating-stars-delivers-highest-conversion-boost-study-finds-323946


#1 - Prioritize the most 
important review. Respond to:

Management Tips»

25%
of four & five 
star reviews

50%
of three star 

reviews

100%
of lowest reviews: 
one & two stars



How do respond to positive reviews»
● Prioritize longform reviews

If you receive a lot of positive feedback, focus on the detailed, longer reviews. 
Customize these responses; mention specifics from the customer’s review.



How do respond to positive reviews»

● Thank customers
The best way to respond is to thank happy customers. Remember, you don’t need 
to respond to every single review. 

● Prioritize longform reviews
If you receive a lot of positive feedback, focus on the detailed, longer reviews. 
Customize these responses; mention specifics from the customer’s review.



How do respond to positive reviews»

● Thank customers
The best way to respond is to thank happy customers. Remember, you don’t need 
to respond to every single review. 

● Turn them into loyal, return customers
Suggest other products, dishes or services to try on their next visit.

● Prioritize longform reviews
If you receive a lot of positive feedback, focus on the detailed, longer reviews. 
Customize these responses; mention specifics from the customer’s review.



How do respond to positive reviews»

● Thank customers
The best way to respond is to thank happy customers. Remember, you don’t need 
to respond to every single review. 

● Turn them into loyal, return customers
Suggest other products, dishes or services to try on their next visit.

● Use AI as part of the process, not to replace a process
Google’s AI response feature is a helpful place to start, but we recommend 
personalizing those responses in your brand voice.

● Prioritize longform reviews
If you receive a lot of positive feedback, focus on the detailed, longer reviews. 
Customize these responses; mention specifics from the customer’s review.



How do respond to negative reviews»
● Don’t ignore negative feedback

Ignoring these reviews looks like you don’t care to other customers. 



How do respond to negative reviews»

● Be professional
A negative tone can look defensive to potential customers, but professionalism 
always gains respect. 

● Don’t ignore negative feedback
Ignoring these reviews looks like you don’t care to other customers. 



How do respond to negative reviews»

● Be professional
A negative tone can look defensive to potential customers, but professionalism 
always gains respect. 

● Take it offline if you need to
Some reviews may require more attention. Encourage them to contact you offline 
to discuss their customer experience. Leave contact information.

● Don’t ignore negative feedback
Ignoring these reviews looks like you don’t care to other customers. 



How do respond to negative reviews»

● Be professional
A negative tone can look defensive to potential customers, but professionalism 
always gains respect. 

● Take it offline if you need to
Some reviews may require more attention. Encourage them to contact you offline 
to discuss their customer experience. Leave contact information.

● Never offer freebies online
Offering discounts and other incentives violates Google’s policy. 

● Don’t ignore negative feedback
Ignoring these reviews looks like you don’t care to other customers. 



How do respond to negative reviews»

● Be professional
A negative tone can look defensive to potential customers, but professionalism 
always gains respect. 

● Take it offline if you need to
Some reviews may require more attention. Encourage them to contact you offline 
to discuss their customer experience. Leave contact information.

● Never offer freebies online
Offering discounts and other incentives violates Google’s policy. 

● Don’t ignore negative feedback
Ignoring these reviews looks like you don’t care to other customers. 

● Learn from mistakes
Seeing patterns in feedback online? Determine if there needs to be improvements 
to products, service, training or communication.



Reviews: Your Checklist for Success»
✅ Check your current status. Find out what your rating is and track 
progress. 
✅ Set realistic goals. Have a reputation management strategy for 
attracting reviews and responded to feedback. Be consistent. 
✅ Use the 25/50/100 rule as a general guideline. 
✅ Get more reviews. Quantity matters so try new tools and techniques to 
generate more positive reviews online.

 More in the Online Library
Smart Review Management: 
Building Trust & Building Reviews 

https://academyfortourism.com/tennessee/
https://academyfortourism.com/tennessee/


What’s Next? 

Tennessee Digital Marketing Acceleration Program
Start learning! It’s free training for Tennessee Businesses.



Online
Toolkit

ЙOnline Toolkit Access easy-to-follow video tutorials & 
downloadable guides created specifically for busy business 
owners tennessee.academyfortourism.com.

http://tennessee.academyfortourism.com


Access the training academy now 
and receive custom content made 
just for Tennessee.

Training includes:
● Short, on-demand videos

● One page pds with clear steps

● Helpful quick links - like Google 
Support

No login required. Start 
learning today.

ABOUT THE TOOLKIT



Request a report card»

Here's another program perk. TN businesses 
can request a free customized report card. 

ʷ Report cards offer personalized insights 
to help each business strengthen their 
digital presence on across major platforms.



Resources
Office 
Hours

ԕ Access to Experts Get free personalized guidance from 
specialists who speak your language, and tackle your challenges

TN businesses are already signing up!

● Falcon Rest Mansion & Gardens
● Vibrant Synergy
● Pennine Gardens, LLC
● Renasant Convention Center
● Clay County Courthouse & 

Museum

“...It was so nice to have someone 
meet for a bit, give some actionable 
tips on an area I don't know a ton 
about, and not expect to be pitched 
for a consulting gig.”

- Office Hours Participant



Questions?


