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Sherry Bonelli, MS Internet Marketing

Google Business Profile Platinum Product 

Expert

Owner, early bird digital marketing

• 23+ years’ digital marketing 

experience

• Launched ecommerce 

business in 1998

• Public Speaker

• Award-Winning Writer

• Specialties:

• Search Engine Optimization 

(SEO)

• Google Business Profile

• Reputation Marketing

• Content Marketing

• Social Media Marketing

• Video Marketing

About Me…
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3 in 4 people who conduct 
a local search on their 

smartphone visit a related 
business within 24 hours.



?
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What Is Google 
Business Profile?



Google Business Profile (GBP) is a 
FREE listing for qualified local 
businesses that lets them to show 
information about their business in 
Google search results and Google 
Maps (depending on business type):

• Name

• Address

• Phone

• Website

• Hours

• Photos

• Business Description

• Etc.

What Is Google Business Profile?
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TIPS 
GBP Listing Increases The Likelihood of Showing Up 

High On Google Search Results



Google Local Pack
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Google Local Pack
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Google Local Finder

Local Finder
10
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Guidelines For 
Representing Your 

Business On 
Google



https://support.google.com/business/answer/3038177

Guidelines For Representing Your Business On Google



TIP 
To Rank Locally, You MUST Claim Your Google 

Business Profile Listing

!
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Google Business Profile

Show Up Where Your Audience Is 
Looking…

…On Google

Google 
Business Profile (GBP)



Up-to-date Business 

Profiles are 2.7x more 

likely to be considered 

reputable.1



If You Have A Physical Location You Can Show Up Google Maps



• Videos

• Pictures

• Reviews

• Messaging/Chat

• Q&As

Just SOME Google Business Profile 

Features





Types of 
Businesses



Is Your Local Business Eligible For A GBP Listing?

Physical Storefront Travel To Customers Where THEY Are 

(Service Area Business – SABs)



Brands, organizations, 

artists, and other 

online-only businesses

are NOT eligible for 

Google Business 

Profiles.



A business must make in -person contact with 
local customers during stated business hours.

• Online-only businesses

• An ongoing service, class, or meeting at a 
locat ion that you don't  own or have the authori ty 
to represent.

• Lead generat ion agents or companies.

• Businesses with PO Box, UPS, Virtual and Most 
Co-Working Addresses



• Customers/Clients come to the 

location to do business or shop

• Business’s employees are staffed at 

the location during business hours

• Permanent signage at the business 

– outside (and hopefully inside)

Storefronts

Storefronts/Offices
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• Service Area Businesses do not 

have storefronts where customers go 

• Typically, they are home-based 

businesses

• SABs go TO their customers

• SABs cannot show their address on 

GBP listing

• SABs do NOT show up on Google 

Maps

SABs

SABs
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• Have a storefront AND go out to 

customers

• Examples: Restaurants w/indoor dining 

+ delivery or Plumber with showroom + 

goes to customer for installation

• Can list address AND service areas

• MUST have employees at location 

during business hours

• MUST have permanent signage

Hybrid 
Businesses

Hybrid Businesses

28https://support.google.com/business/answer/9157481
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Don't serve customers at 

your business address? 

Delete your addres/leave 

address blank and list 

service areas.

Already Have Your Service Area Business GBP Listing Set Up? You Need To 

Delete Your Address From Your GBP Listing

You can add up to 20 

service areas



Claim Your GBP 
Profile



TIP 
If Your Listing Isn’t Set Up Correctly, You Could Get 

Suspended

!



https://support.google.com/business/answer/3038177

Guidelines For Representing Your Business On Google



TIPS 
Business Owners should be PRIMARY OWNER

!



“Own This Business”

Do a search for your business name 

and city 

● If your business’s Knowledge 

Panel shows up, click:

Own This Business.

● And follow the steps…
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google.com/business

Claim Your GBP Profile

!



accounts.google.com/signup

Don’t Have Google Account? Create One…



Find Or Add Your Business

Enter your legal 

business name as 

you want it to 

appear on Google –

it should be your 

OFFICIAL/LEGAL

business name. 

It may appear in a 

drop-down list.



!



!
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Select A Category

If you can’t find the exact 

category — choose 

something close. 

If your business fits in 

multiple categories, start 

with the main category –

the one that is most specific 

to your business. 

You can add more 

categories later. 
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Check Yes if you have a physical 

location that customers visit and 

you have permanent signage at 

your location. 

Check No if your business delivers 

goods or services to customers at 

their location. (i.e., you run your 

business out of your home.) You are 

considered a Service Area 

Business (SAB)

Click Next.

Do You Have A Storefront/Office Or A “Service Area Business”?



Storefronts can display their addresses 

because customers visit their locations. 

Service Area Businesses (SABs) go 

TO their customers and CANNOT show 

their address in their GBP listing.



If You Selected Yes – Enter Your Address

Do NOT add 

cross streets or 

nearby 

landmarks to 

your address.



If You Have A Suite Number, Click “Add Line” To Add Suite Number



!



https://support.google.com/business/answer/3038177/#address&zippy=%2Caddress

Make sure you 

adhere to ALL of 

Google’s Address 

Guidelines
If your address 

doesn’t meet the 

guidelines, then 

you likely don’t 

qualify for a 

Google Business 

Profile



Hybrid Business
You have a physical address 

and deliver goods or services to 

customers.

You can show storefront 

address, set hours for when 

you’re staffed at that address, 

and designate service areas.

If your business doesn’t have 

permanent on-site signage, 

you’re not eligible as a 

storefront and should be listed 

as a service-area business.



If You Selected No – Choose Areas You Serve

Select cities, 

zip codes or 

counties. 

You can add 

up to 20 

service areas. 



Enter Local Phone Number and Website

Make Sure You 

Enter A Local Area 

Code Phone 

Number First…

Do not enter 

redirect URL or 

social media URL.



Service Area BusinessesStorefronts

Verify Your Listing



Request Postcard Verification Be Mailed

Request a postcard 

be mailed to the 

business address.

Click Mail.

Be sure to 

enter your 

Contact Name



Postcards arrive in 

about five days. 

When the postcard 

arrives, sign into 

the GBP 

dashboard and 

enter the 

verification code.

to add more business details.

https://business.google.com/



Try No

Avoid Making Changes To Your Business Profile Until 

You Receive Your Postcard and Verify Your Listing

• PIN codes are valid for 30 days

• Don’t request a new code while you’re waiting

• Do not edit your business name, address or category 

If you edit your Business Profile information or request a new 

code, Google will cancel the code on the postcard in the mail and 

you will have to request a new postcard. (This step helps protect 

the integrity of your profile.)



https://support.google.com/business/gethelp



How To 
Edit/Manage Your 

GBP Listing



Make edits directly on a 

Google search results 

page. 

You must be signed into 

an account that manages 

the Business Profile.

Search for your Business 

Name (and city, if 

needed)

Make Updates To Your GBP Profile From 

Google Search or Maps App



Or type in “My 

Business” in 

the Google 

search bar



Anatomy of Managing On Google Search



You can update business fields -- like hours and 

location -- right from Google Search. This makes 

editing your business information easier than ever!



Use Google Maps 
App



You can also manage your 
Business Profile from the 

Maps App

Download The 
Google Maps App
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About Business 
Profile Roles



• Only the Primary owner 
can transfer primary 
ownership.

• Only Owners can add or 
remove users.

• Managers can remove 
themselves from a profile.

Profile User Roles



Owners

Each Business Profile can have multiple 

owners, but they can only have one Primary 

owner.

Primary Owners and Owners:

• Can add other users to share 

management of a profile

• Have the same capabilities, except:

• A Primary owner can’t remove 

themselves from a Business Profile 

until they transfer primary ownership to 

another user.

Owners Role



Managers Role

Managers

• Have most of the capabilities of 

an Owner, except for more 

sensitive functions

• Can’t remove the Business 

Profile

• Can’t manage users



User Capabilities

https://bit.ly/3uVrF8F

https://bit.ly/3mB8X4H



Managing Users



How To Remove A User



Only Primary Owners can transfer 

Ownership. 

Click on user’s name > Access and you 

can change the manager or owner role 

to Primary Owner.



Menus



Edit Profile



Promote

✓ Update

✓ Offer

✓ Event



Customers



Advanced Menu



Advanced Menu > Business Profile Settings



Business Name



!



!



!
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From Google: The business name of 

the listing for the practitioner should 

include only the name of the 

practitioner and shouldn’t include the 

name of the organization.

Medical physicians/doctors can 

include their medical designations. 

Lawyers can add Esq. 

No other profession can add additional 

words.



Multiple practitioners at one location

If the practitioner is one of several public-facing 

practitioners at this location:

• The organization should create a listing for this 

location, separate from that of the practitioner.

• The title of the listing for the practitioner should 

include only the name of the practitioner, and 

shouldn’t include the name of the organization.



Solo Practitioners That Belong To Branded Organizations

• If a practitioner is the only public-facing practitioner at a 

location and represents a branded organization, it's best for 

the practitioner to share a listing with the organization. 

• Create a single listing, named using the following format: 

[brand/company]: [practitioner name].

• Acceptable: "Allstate: Joe Miller" (if Joe is the sole 

public-facing practitioner at this Allstate-branded location)



Categories



-Sherry Bonelli, early bird digital marketing



Your main category should be 

very specific (vs. general). Then 

pick a few other categories that fit 

the type of business you have.

TIP: 



!

You can choose up to 10 
categories for your business.

Categories DIRECTLY impact 
rankings.



https://pleper.com/index.php?do=tools&sdo=gmb_categories
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Google selected some categories that 
aren't allowed to be set up/used as Service 

Area Business categories. 

(This is to prevent spam and abuse.)

If you receive this error, there should be a 
similar category that you can select instead.



Warning: 



Address/Service 
Areas



Physical Storefront 

Address

Service Area Business 

(SAB)

Physical Businesses Must Have 

Permanent Outdoor Business Signage

Service Area Businesses CANNOT show address in 

Business Profile. Can Select Up To 20 Service Areas.



!





Hours



Hours

Make sure the hours you 

set are the hours when 

your employees are 

working at your physical 

location.

40% of local 

business searchers 

want to find hours of 

operation.1

1.  Google Consumer Barometer, April 2017
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Other Guidelines For Hours

Business Hours: Provide your 

regular customer-facing hours of 

operation. 

If you don’t have employees at 

your location 24/7, don’t put your 

hours as 24/7! Some businesses 

shouldn’t include hours.

Be sure to update hours when you 

will be closed – like holidays. 

Schedule those THREE days in 

advance.

If your business has departments, 

provide the business hours for 

each department on that 

department’s separate Business 

Profile (if your company qualifies 

for a separate department profile 

i.e., auto dealers), and provide the 

business hours for the main 

business on the main Google 

Business Profile



Special Hours/Holiday Hours

Set Holiday Hours At Least 

Three Days In Advance.



If your business has seasonal hours, use the 
following guidelines:

During the season your business is open, set 
your regular hours of operation. You can set 
special hours for holidays, temporary closures, or 
other events.

You can also indicate that your business is open 
only for a specific seasonal period in your 
business description.

During off-season, you need to mark your 
business as temporarily closed. Set your 
regular business hours when your business 
reopens.

NOTE: You must have permanent signage up all 
year long.

Seasonal Businesses



Phone Number



Phone Number

Provide a phone 

number that connects 

to your individual 

business location as 

directly as possible --

preferably a local 

phone number. 

It can take up to 3 

days for Google to 

review and approve 

updates.



Add More Phone Numbers

You can add 3 phone 

numbers, but only the 

primary number will show 

to the public.

You can use a tracking 

number – just make sure that 

one of the phone numbers is 

your main LOCAL AREA 

CODE phone number.



Website URL



Website URL

You cannot use 

redirect URLs or 

Social Media URLs 

as your Business 

Profile URL



Attributes
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Attributes are different “features” of your business that may be 

made available to you by Google as an option for you to select. 

Attributes (in the More section)

Attributes vary depending on 

categories. Not every business 

will see all attributes available.



Business 
Description



Descriptions should highlight what makes your business unique. You should provide 

useful information on services and products offered and where your business is 

physically located or the areas served.

Google reviews your business description to ensure it meets their criteria.

Do NOT include any info on special promotions, prices or sales or URLs. 

TIP: You’re allowed 750 
characters in your business 
description, but only 250 
characters show up before they 
get cut off in the Knowledge 
Panel. Put the most important 
info first.

Business Description
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Opening Date
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● Add the date that 
your business opened.

● If your business 
hasn’t opened yet, you 
can set a future open 

date..

Opening Date
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Create Posts



116

Google Posts are 

almost like “mini-ads” 

that show in your 

Business Profile 

(Knowledge Panel) 

and on Google Maps.
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Keep Posts Fresh

After six months, your most recent 

Google Business Profile posts 

won’t be highlighted in your 

Business Profile. 

TIP: You have up to 1,500 characters for the details of your post, but the ideal 
length is between 150 and 350 characters. Image size: 1200x900 pixels. Put the 
most important content at the beginning of the post so it shows on mobile. 
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Go to the Merchant Panel on Google 

Search and select Promote.

Choose what type of post you want to 

create.
TIP: Remember to 
include a call to action 
and link to your 
website, landing page, 
phone number, etc.

Warning: Do not include a phone number, URL or email 

address in the body of your post. Your post will get rejected.

Type in the info for the post, add 

up to 10 photos and add an 

optional button/call to action 

(CTA).

Click Preview if you want to see 

what it will look like. Click Post if 

you want to post it.

Google will review your post.



Products & 
Services
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Highlight products to potential customers.

Add Products
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Add Products In Google 
Business Profile

Click Products > Add product

● Upload photo and name product

● Select or create category

● (Optional) Set price or price range

● (Optional) Add description

● (Optional) Add button, like 

Order Online or Buy; add link

● Click Publish
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How Products Will Appear

Now, your products can 

appear on your Google 

Business Profile. 

Customers can learn more 

by clicking in the Product 

Catalog and From Product 

Posts carousels. 
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Add services to your Business Profile. Don’t see a service 
you offer? Create your own

Add Services



Add Pictures and 
Videos
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90% of customers are 

more likely to visit a 

business that has 

photos on a search 

results page.1

1 Ipsos research: Benefits of a complete listing 2017

https://docs.google.com/spreadsheets/d/1QrjYB5vsjTmxgRlOgnq54-MXHi7ps-G1AMmZT-_h350/edit#gid=0




Anyone Can Add Photos Or Videos To Your 
Google Business Profile Listing



Messaging



Customers can send you 

messages or chat with you.

This is a great way to 

connect directly with people 

interested in what you have 

to offer, and a great way to 

engage with people looking 

at your GBP listing.

Messaging/Chat



Messaging/Chat on Search and Maps App
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You’ll Receive Notifications About Messages



Reply to messages within 24 hours or Google may turn messaging off and you will no longer 

receive messages or quote requests.

Always Reply To Messages Promptly

Read & Reply To Messages Policy: https://support.google.com/business/answer/9114771



When You Reply To Messages…They Come From 
You Personally – NOT From Your Business Name

NOTE: We are hoping that Google 

changes this and makes it look as if 

the responses are coming from the 

business and not individual 

users/employees, but for now, this is 

the way it is working.



Questions & 
Answers (Q&A)



136 136
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The Google Business Profile 

Questions & Answers feature 

is the perfect opportunity to 

hear directly from “the 

people” and you can 

respond to them. Win-win. 

Make Sure You Are Checking For Questions
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Google Uses Reviews & Posts To Look For 
Answers To Questions

Another Reason 
Why Reviews & 

Posts Are 
Important







CAUTION!!!!!

!

(AND the answer someone gives could be WRONG)



Google Business 
Profile Reviews





Google Business Profile Reviews
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• 97% of consumers read online 

reviews for local businesses 

• 49% of consumers need at least 

a four-star rating before they 

choose to use a business

• 85% of consumers trust online 

reviews as much as personal 

recommendations

• Positive reviews make 73% of 

consumers trust a local 

business more

Reviews Help Make Local Purchasing Decisions

• Responding to reviews is more 

important than ever, with 30% 

naming this as key when 

judging local businesses

• 68% of consumers left a local 

business review when asked 
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Unlike Yelp, which vehemently 

discourages business owners to ask 

their customers for reviews, Google 

encourages business owners to 

ethically ask their customers or 

clients for online reviews. 

Be sure to respond to ALL reviews –

even the negative reviews.

GBP Online Reviews

TIP: ‘Like’ Do NOT 

Bribe 

Customers 

for 

Reviews



Do not offer a bribe, incentive or a “contest” in exchange for a review. That 

violates GBP’s (and most review sites’) terms of service. 

Do Not Bribe or Give Incentives For Leaving Reviews
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Google scrapes the Internet and can displays reviews you’ve 

received on other sites on your GBP Knowledge Panel.

Get Reviews On Other Online Review Sites, Too!



“72% of people asked to write a 
review went on leave a review.”

-BrightLocal



How Your 
Information Can 

Get Changed



Google & Users Can 
Change Your GBP Listing 

Info
• Google uses information from a 

variety of online sources to 

make sure your GBP listing is 

accurate and updated

• If your information is incorrect or 

reported as outdated or 

inaccurate, Google can update 

your Business Profile’s 

information.





Suggest An Edit



Anyone can suggest 

an edit to your 

Business Profile



CAUTION!!!!!

!

(AND these changes can cause MAJOR problems for your business.)



You see "Google updates” when 

Google gets reports that your 

business information may be 

incorrect or when it finds differing 

information online. 

These reports come from various 

sources and help give customers the 

most accurate, up-to-date 

information about your business.





Google can update your 

GBP information at any 

time – typically without 

your approval.

Google-updated 

information shows up live 

on Maps, Search, and other 

Google services. 









Third-Party Tools can 

also make unwanted 

changes to your profile –

and you might not even 

know they’re connected to 

your GBP.



If information about your 

business was changed, 

you’ll see a notice in 

Google Search or on the 

Maps App

• Blue: Data replaced by 

Google.

• Black or white: No 

updates from Google.



Remove access to any Third-

Party App that you absolutely 

don’t need associated with your 

Google tools. 

Check to see which apps are 

connected here:

myaccount.google.com/permissions





“

First…Is the information correct? Did you violate a rule and is 

the new information actually correct? If so, accept the edits.



If the information is correct, click Accept.

Otherwise click the Pencil and Edit



Suspensions
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soft

hard
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Your Listing Probably 
WILL Get Suspended

…Sometime…



Put On Your 
Detective Hat!

?



Guidelines for representing your business on 
Google

https://support.google.com/business/answer/3038177?hl=en

Be Sure To Check Your 
Business Profile Carefully 

To See What Violates 
Guidelines

!



• Keyword stuffing your 

business name.

• Using a P.O. Box or UPS 

store address.

• You set up your listing at a 

virtual office or co-working 

space address.

• You list your business 

hours as 24/7.

Here Are Some Reasons For Suspensions

• The URL you add to your 

GBP profile 

forwards/redirects to another 

website or links to a social 

media page.

• If you change your listing 

from a Storefront to a Service 

Area Business (SAB).



• You have an online-only 

business.

• Your address or hours don’t 

match what is listed on your 

website or other online 

business 

directories/citations.

• If another business shares 

your same address.

• You have a service-area 

business and are displaying 

a physical address.

Here Are Some Reasons For Suspensions

• A manager on your listing got their 

Account suspended – so your 

listing got suspended 

because they got suspended.

• You created multiple listings for 

the same business at the same 

address (duplicate listings).

TIP: Don’t make a lot of changes 

to your listing in one sitting. That  

can often trigger a suspension. 

Make a change – then walk away 

for a while…





https://support.google.com/business/troubleshooter/2690129?hl=en

Google Doesn’t 
TELL You WHY You 

Got Suspended

If your profile gets suspended, 
you need to review Google’s 
Guidelines to find out what you 
violated and fix and then fill out 
the “reinstatement form”:

CAUTION: If you get an account 

suspension, it’s likely you will lose 

photos & review responses. 

https://support.google.com/business/troubleshooter/2690129?hl=en


Fill Out The Reinstatement Request Form
• Fill out the form completely and accurately. Be sure 

to gather proof that you are a legitimate business. 

You will need to submit that information to Google 

as attachments.

• Types of legal business proof:

• Secretary of State documents showing your 

matching business name and address

• Business license

• Photos of outdoor and indoor permanent 

signage

• Photos of your service trucks with business 

signage on vehicles

• Utility bills with business name and address

• Business insurance documents with matching 

business name and address



What To Do If Your 
GBP Profile Gets 

Suspended





Need GBP Help?



TIP 
Reach Out to GBP Forum or Google Business Profile 
Support Team if You Have Issues With Your Listing

Email GBP Support:

https://support.google.com/business/gethelp

!
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Get Support from the Google Business Profile 
Forum

https://support.google.com/business/community?hl=en

NOTE: The people who monitor this forum are ALL volunteers 
and are NOT Google employees. So be kind ☺



Look for Help From Google Business Profile 
Product Experts

When you’re on the 

forum, try and get 

answers from a 

Product Expert. 

Product Experts work 

WITH Google and have 

proven expertise, 

experience and 

knowledge of Google 

Business Profile.
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Sherry Bonelli

twitter.com/sherrybonelli   @sherrybonelli

linkedin.com/in/sherrybonelli

facebook.com/earlybirddigitalmarketing
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Questions?


