
Mastering 
Google My Business
and Local Search



Ten Peaks Media

is a   full-service 

marketing and 

consulting agency.



Since 2006, our award-winning agency has worked with clients to build or refine 

their brand identity with tasteful graphic design, tell their story with the power 

of video and help impact the growth of their company through effective digital 

marketing. 

Our team passionately believes that there is no “one box” a client should be 

forced to fit into. We also know that old behavior never produces new results.



Our Core Competencies



Joshua Cates, Founder and CEO of Ten Peaks Media, has more than 20 

years experience in media and advertising.

Combining his passion for helping businesses reach their goals with his 

proven track record for successful startup, expansion and exit strategy, 

Josh has extensive experience consulting and building digital and creative 

campaigns for a variety of companies.

Josh Cates
FOUNDER & CEO



Bob has always been an entrepreneur. He will tell you he has lived the American 

dream, starting and running his own businesses, which have included oil and 

natural gas exploration, healthcare, publishing, consumer electronics, e-

commerce, franchise operations and an advertising agency. 

Graduating from the University of North Texas with an accounting degree, Bob 

received his CPA while an Audit Supervisor for the State of Texas. His background 

in auditing and his time as a CPA migrate perfectly into his role as Director of 

Digital Strategy. Bob loves volunteering in his hometown, where he serves as 

Secretary of the Boerne Planning and Zoning Commission.

Bob Cates
CO-FOUNDER & DIRECTOR OF DIGITAL STRATEGY



With smart phone and Google Maps searches growing every year, users have 

come to rely on Google for answers to their search query questions. It doesn't 

matter who your audience is, how big your company is, and it doesn't require a 

huge budget. 

If you're a small business owner, attracting customers is the lifeblood of your 

success. Competing with large franchises and corporations for customer 

attention can be overwhelming. You need to master local search and Google My 

Business.



What is 

Local Search?



Google My Business was launched June 2014 and is quickly becoming the most efficient 

tool available to a small business owner. It helps consumers looking for a product or 

service you have find you in their search. Most of our clients are seeing 60% to 70% of their 

traffic coming from Google Maps and smart phone searches, with only 30% to 40% coming 

from traditional online Google Search. More than one-third of all mobile searches are 

location based. This gives the small business owner the ability to compete with large 

corporations on equal footing without the high cost of ad campaigns and paying for 

keywords to be found.



Mobile searchers often ask questions like "best lunch near me." A properly optimized and 

maintained Google My Business page lets you compete with larger corporations for 

qualified customers searching in your area. More than one-third of all mobile searches are 

location-based. In a recent survey, 82 percent of smartphone shoppers reported conducting 

'near me' searches and over 90 percent of survey respondents also said they were likely to 

click on the first set of results (the Google 3-pack).



It's easy to see why Google My Business is such an important tool. What may be surprising 

is how economical it is. No pay per click fees, no paying for keywords, just a good local 

posting strategy implemented consistently to keep your material fresh and relevant and 

the ability to embed all your images with geo-tags, keywords, and meta data making your 

information easy for Google to find and understand.



By definition, local search is the use of specialized Internet search engines that allow users to 

submit geographically constrained searches against a structured database of local business 

listings. So, what does that mean in the real world? It means the ability to implement strategies 

that allow your business to be found when a consumer picks up their smart phone and searches 

for a service or product in your market area.

The main components that impact local search are your website content, your Google My Business 

page management, and your Google reviews management. 



Google My Business Page



Your Google My Business page needs to be as detailed and complete as possible. 

Utilize all the tools Google provides to improve your ranking in local search results.  It 

also needs to be an active, dynamic page that is constantly giving Google new, 

original material. That’s what Google lives on and that’s what Google rewards.



An ongoing strategic implementation involves fully utilizing the images and posts features to 

consistently provide new content to Google and your potential customers. We see most 

businesses get serious about their page, post 10 or 12 images and maybe a business post, then 

do nothing for months or years. Most people do not realize that, similar to Snapchat, Google 

stops showing your content in 7 days if you are not active in your account. There is no “set it 

and forget it” with your Google My Business page.

Let's look at the benefits of GMB posts.



Benefits of GMB posts

1      Improves Visibility on Google Maps and Search

The Google 3-pack offers high visibility for businesses. On traditional Google search, it displays below paid ads, but 

above organic results. If you can get on the first page of the Google My Business Panel you have a great chance to 

attract new customers. If you can get into the coveted 3-Pack, studies have shown you have the greatest chance of 

being selected.

2     Your Customers Can Find You Easier

Many of your potential customers/clients search while in route. With an optimized GMB profile, customers can type in 

your name, a category you're in, or use voice search to find you and get directions sent straight to their phone.



Benefits of GMB posts

3     Track Your Results

Using UTM parameters along with Google Analytics allows you to track how well your post performs and how it affects 

traffic to your website. Find out which posts your customers like most.

4     Offer Promotions

Post provide a very economical way to see what motivates your customer base and brings in new business. 

Experiment with different types of offers, when you run them, how long they last. Don't let this valuable tool 

go unused.



Google My Business Posts offer you the chance 

to stand out from your competition and similar 

businesses near you. Consumers are relying 

more and more on local search to find the 

services and products they need nearby, 

whether it's a place for lunch, find a realtor, buy 

a dress, where is the nearest dentist, or who 

builds websites. Here are a few tips to help 

increase your business visibility.

• Images you post reflect your business, use high quality 

images.

• Alternate using the call now, learn more, buy now buttons 

to see what your customers respond to.

• When you use a learn more, sign up, or buy button make 

sure you have a custom landing page that matches your 

post content.

• Post at least once per week.

• Optimize the images you post with geo tags, meta 

descriptions and keywords so Google understands what 

they are.



Understand What Contributes to 

Your Local Authority Score



Understand What Contributes to Your 

Local Authority Score

Brand Health

Demonstrates the importance of consistent photos and posts. Total photos + 

total posts, weighted over time, over the last 90 days. This must be a 

continuous effort.

Influence Health

Demonstrates the importance of quality photos and posts. Add total photo views + post views from the past 90 days, then divide by GMB’s “total searches” metric from the past 

90 days. The goal is to earn at least 1 photo or post view for every search view. Like social media accounts, it’s not earning you any value if no one is engaging. Google, Facebook, 

Instagram – all want to deliver results that show consumers are engaging with the brand. Have you ever noticed a Facebook page with over 10,000 likes, yet it rarely gets 2 or 3 

likes to any one post? Algorithms recognize no one is engaged and you can post 10 times a day, few people are ever seeing your post because it is not being served up as relevant.

Listing Health

Demonstrates the importance of complete and accurate GMB listings. 

This score reviews GMB for eleven fields like Name, Address, Phone, 

and more.



Reputation Health

Demonstrates the importance of reviews with high ratings. This score is made up of 

the consistency of receiving 4 or 5 star review ratings, weighted for time over the past 

12 months. You should have a goal to get 3 – 6 good reviews per month, spread out. It 

does not help to make this a priority one week and get 10 or 12 reviews in, then 

nothing for the next 2 months. Google wants consistency here, not necessarily 

quantity. If you don’t already have a plan in place, your Google My Business page has 

“Get More Reviews” section that allows you to send a link to customers requesting a 

review and opening the review page for your business. Again, you can do more harm 

than good with inconsistency. If you’re going to do this – BE CONSISTENT!

Engagement Health

Demonstrates the importance of responding to all reviews and doing so in a timely fashion. The score is determined by the number of review responses, divided by total 

reviews received in the past 90 days, weighted for response time. Our in-house goal is to respond to all reviews within 24 – 48 hours, but if you respond within 72 hours 

of receiving a review you can still achieve a high score in this category. 

This is the Ten Peaks Media recommendation for responding to reviews:  It is very important to monitor and respond to reviews within 24 – 48 hours. Consistent reviews 

and timely owner responses are high on the list of ranking factors for local search results.



4 and 5 Star Reviews

Responding to a positive review is an easy 

way to engage with happy customers that 

benefits both your brand identity, and your 

one-to-one relationship with clients.  Here’s 

why you should always respond to a positive 

review: 

• It’s the polite thing to do. Manners! If a client gave you a compliment in real life, 

you would say thank you. With an online review, the compliment is public. So, 

you should be extra nice! 

• Everyone is looking. As you know, most consumers now read online reviews. 

That's why you are managing your online reputation. The public, including 

potential future clients of yours, may read this review. Replying to the review is a 

chance to speak to them too and do a little marketing at the same time.  

• Actively creating, and engaging with, positive online conversations about your 

brand and the local community can encourage others to participate in that 

conversation and generate more buzz and visibility for your business. Easy 

marketing. 

• It affects search rankings. If you properly respond, you can even improve the SEO 

ranking of the review, and help the review show up in search results for your 

business. You want this to happen! 



Okay, now that we've established that responding to positive online 

reviews is a must. Let's talk about the proper way to respond.  How to 

respond to a positive review:

1
Thank the customer for the positive 

review and be specific. 

2 Make the response personal (Thanks for the 

great review Mary) and relevant to the 

reviewer’s comments.

IMPORTANT

DO NOT copy and paste cookie cutter responses. If all responses are alike, Google will assume 

they are bot responses and may actually penalize the site. 



How to Handle a Neutral and Negative Review (1 to 3 stars)

1 Be apologetic.

It's not easy taking criticism. It's even more difficult when your version of events differs greatly from the one doing the 

criticizing. Unfortunately, it happens, and you must respond in a professional manner.

Acknowledge the customer’s concerns. They may be ridiculous, they 

may be false, but the future clients reading the review will not know 

that. What they will know is that you responded appropriately. 

2 Take the opportunity for some free 
marketing. 

Explain what your typical client experiences.

3 Take the conversation offline.

Provide them with the contact information to further discuss the 

issue. Don't go back and forth on your business profile. It's not a classy 

look.

4 Keep your response short and sweet.

No dissertations.  Don't give them the opportunity to come back and 

leave more negative feedback. Be direct, polite, and offer a chance for 

them to contact someone directly. That's it.  

DO NOT include the business name or relevant search keywords like you might in a positive review. This is not a review that 

you want to show up in search results.



Examples:

Mary, please contact me at xxxxxxx@MyBusiness.com and let me know what we could have done to make this a 

5-star experience. That is our goal with every customer who walks through our doors.

Our staff is trained to deliver the best service experience. Please let me know where we fell short at 

xxxxxxx@MyBusiness.com so I can address the situation.

IMPORTANT

Do not be concerned about getting much feedback from this approach. Ten Peaks Media has been managing reviews and reputation for several 

years and our experience tells us that few if any clients who leave a negative review will actually follow up with a contact. However, future 

customers see that you cared, and you tried.



If you’re like me you’re probably thinking “this all sounds great, but does it 

really matter?” I get monthly progress reports on all of my clients. These 

reports come in throughout the month depending on the day I onboarded 

the client. 



I just happened to have two of my monthly local search reports arrive back to back on the same day 

in my inbox. The first was for a client we started working with about 1 ½ years ago. They were not 

even in the top 30 search results for any of their key search terms, and their website visits as well as 

traffic to their brick and mortar store were suffering. After researching their industry and 

competition, we developed a strategic plan for them to dominate their vertical. Within 4 months 

they were on page 1 of Google search results and showing up consistently in the coveted Google 3-

pack on maps searches. They stopped using our services to manage their Google My Business page 

about six months ago. Here is the proof that yes – local search marketing does make a difference.



Look at the year over year difference in website visits, tracked calls to the business and users requesting driving 

locations to their store.

Users who found this business by searching for key terms relative to their product dropped from 29,700 to 

16,500. That’s a 44% drop in local search traffic!



Now let’s look at the second local presence report that came in. We’ve been managing this client’s Google My 

Business page for 6 months. Again, they were not ranking on page 1 for any of their key search terms and were not 

showing up on Google Maps at all.

We’re often asked what demonstrates success in marketing. Demonstrating that customers are taking action from Google maps searches is a key 

metric. Here we report website visits, tracked phone calls and request for driving directions. Each of these metrics has increased 162% to 766.7% 

from the previous year. Keep in mind this isn’t all the website visits or phone calls, it’s just the ones where the user used the “call now” or “visit 

website” button directly from the Google My Business search result. These are actions critical to any business’s success.



The other metrics we report on include how often your business shows up in mobile search results. Again, 

every metric is up over 100%. 

If customers are important to the success of your business, 

you cannot afford to neglect local presence search.



I hope we’ve been able to bring you some practical information that you can put into use to improve your visibility 

across local search.  We’ll open this up for Q&A now. We’d love to get your questions or your feedback on what’s 

working for you on your Google My Business page. 

Josh and I are also available after this meeting if you have any questions we did not answer here or would like to 

follow up on any of the services and capabilities we offer.

Josh Cates – CEO 
830-388-8110 

josh@tenpeaksmedia.com

Bob Cates – CFO 
830-388-9749

bob@tenpeaksmedia.com

Let’s start something great together.
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