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The Google My Business (GMB) Knowledge Panel appears on the right side of the search results page and fills 
the map pack. A complete, accurate, and optimized GMB listing accounts for the same amount of space as paid 
search ads and organic results on a search results page. The best part is that GMB is free. We’ve compiled this 
checklist of important best practices to help you gain visibility, improve SEO, and increase conversions.  

Show Up 
Start by simply creating a GMB listing. Be sure you provide complete and accurate information about your 
business. Since anyone can suggest an edit to your listing, you’ll want to log-in regularly so you can review your 
information. 
❏ Business Name:  This should be the legal branded name of this location, or the name on your sign. 
❏ Phone Number: This phone number should be consistent across all listings. 
❏ Address: This is the physical address of your location. 
❏ Business Hours: Include daily operating hours. Be sure to include holiday hours, when applicable.  
❏ Business Category: This is the type of business or service you offer your customers. This also impacts 

the different features you’ll get access to in Google My Business. 
❏ Claim your listing: Before you gain editing privileges for your listing, Google needs to be sure you are who 

you say you are. The primary way to verify is via postcard (in some circumstances Google allows 
verification via phone or email). 

Show Off 
Once you have your business profile complete, you’ll want to add content to engage your prospects.  
❏ Business Description: Provide a brief description about your business that won’t change over time. 

Although you can include up to 750 characters in the text, only the first 250 will display, so choose your 
words wisely.  

❏ Photos: Showcase engaging photos that really sell your business. Skip stock images and go for 
professional quality photos that show off your interior and exterior spaces, including any unique features 
and amenities. Keep in mind that Google will often remove stock photography.  

❏ Products and Services: This is the place to feature unique products or services that you offer. Your goal 
is to engage, not overwhelm, by focusing on 4-6 key products. Services only show up on mobile. 

Post 
Google Posts are a great way to highlight specials, events, and other news. We think of these as mini 
advertisements. Depending on the type, posts either expire in seven days or at the end of an event.  
❏ Post at least once per week.   
❏ Be creative and have fun with Posts. Consider adding emojis to liven things up.  
❏ Photos can bring your business to life. This is a great place to share lifestyle images from your staff or 

community. (Just be sure you have your subjects’ permission before posting.) 
❏ Calls-to-action (CTA) give your audience a way to follow-up or learn more. Include at least one CTA that 

links to your website.  
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Answer 
Q&A is a great way to give top answers to frequently asked questions and to engage directly with your prospects. 
Many companies haven’t taken advantage of this feature and it is left blank.  
❏ Ask your on-site teams to engage with customers’ most frequent questions. 
❏ Seed 3-5 questions on your listing and be the first to start the conversation. This will set the tone for 

future questions.  
❏ Respond to questions within 24 hours. Anyone can answer questions on your listing, but as the listing 

editor, your answers will display as ‘owner’.   
❏ Notification settings allow you to control when you get alerts for new questions.   

 

Respond 
According to Search Engine Land, 95% of customers say that online reviews influence their buying decision. That’s 
why the first rule of reputation management is to respond to every review, both positive and negative.  
❏ Negative reviews require the utmost care and attention. Respond quickly and professionally. When 

possible, take the conversation offline. Then follow up in the review to provide clarity into the steps you’ve 
taken to resolve the issue. 

❏ Positive reviews build strong rapport for your business. Be authentic in your response and remember 
that a quick “thanks” can go a long way. However, you’ll want to vary your responses to positive reviews 
to avoid sounding robotic.   

❏ Neutral reviews deserve your time. Acknowledgement with a simple response will let your customers 
know that you are listening. 

❏ Draft responses to several common review scenarios so that you can respond as quickly as possible to 
real reviews. Tweak any language to fit the tone of the review and make your response personal. 

❏ Be sure your messages are empathetic, thoughtful, and professional. 
❏ Respond to reviews within 2 business days.  
❏ Document escalation scenarios and set a clear process to send issues up the chain in your business. Be 

sure your team knows how to respond when issues arise.   
 

Test It 
Google has various features that might not be the main attraction, but are worth testing to see what works with 
your customers. 
❏ Videos add visual interest to your listing. 
❏ Messaging within GMB makes it easy to manage conversations between your customers and your 

business.  
❏ Bookings allow your prospects to schedule appointments directly from your listing. Google supports 

dozens of providers so check if yours is included. 
 
Transform your GMB listing into a powerful tool for business growth.  Set up time with G5 today to learn more. 

 
For more great insights on digital marketing, subscribe to the G5 blog. 
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