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People Are Looking for Answers Online
● Almost 80% of travelers* 

will research how a 
potential destination is 
managing COVID-19 
before planning summer 
travel this year

● More than 90% of all online 
searches** in the United 
States happen in a Google 
product 

● Ensuring businesses are 
sharing up-to-date 
information online can be 
crucial for inspiring 
confidence among 
potential visitors

*Destination Analysts’ traveler survey data        **Research from SparkToro & Jumpshot, June 2019



Keys for 
Inspiring 

Confidence 
with 

Travelers

1. Improve Safety

2. Share Information

3. Grow Visibility





Improve Safety
Take steps to keep customers and employees healthy



Follow guidance from 
trusted sources, including 
the CDC, US Travel 
Association, or relevant 
professional organizations 
to improve safety for 
employees and customers. 

Different types of 
businesses may require 
specific types of actions. 

Ensure you’re compliant 
with local restrictions and 
guidelines when relevant.

www.cdc.gov/coronavirus/2019-ncov/community/organizations/businesses-employers.html

http://www.cdc.gov/coronavirus/2019-ncov/community/organizations/businesses-employers.html


86%
82%

of consumers say cleanliness will be very 
important when selecting an accommodation 
after COVID-19

say that the disinfecting of high-contact surfaces will 
be a very important consideration when deciding to 
book tours, activities and attractions

Source: https://www.tripadvisor.com/Covid19WhitepaperMay2020

https://www.tripadvisor.com/Covid19WhitepaperMay2020


Share Information
Make sure potential customers know what’s different now



Updates from the Business



The Posts feature in 
Google My Business 
allows you to share 
updates directly on 
your business listing 
in search results, 
Google Maps and 
more. 

Once logged in, go 
to the Posts tab and 
click the create 
button to get 
started. 

Posts are available 
for most business 
types except hotels.



Posts are:
● Free: no cost per click

● Trackable: with views 
and clicks or with your 
own analytics codes

● Visual: include images 
or videos

● Engaging: include direct 
links to more info on 
your website

Provide high-visibility updates about changes in services, changes in hours, 
special offers, updates to sanitation practices or other business operations.



Use Posts to promote sales of Gift Cards or donations 

The guidelines for Posts were recently 
updated to allow for new use:

● Use an approved platform or 
your website for sales/donations

● Must be relevant to the location 
where it’s being posted 

● Be personal and positive with 
your messaging

● Be brief (250-300 characters is 
an ideal length; 500 characters 
is max length)

● Business must have been 
verified before 3/1/20.



In March, Yelp released a 
new COVID-19 Update 
feature so that businesses 
can share information 
directly on their listing. 

Use it to provide short, 
timely updates about what 
is happening, including 
changes in service, rules 
about masks, or gift card 
sales supporting staff. 

If you’ve never logged in, 
your business will have a 
generic message telling 
users that “business 
operations may be 
affected.” You’ll receive a 
prompt to edit that as soon 
as you login as the business 
owner.



For longer messages, the 
advisory alert will link to the 
full message after users 
click.

Make sure you’re sharing 
the most important 
information first because 
not every user will click 
through to read the full 
message. 

To customize the message, 
you’ll need to claim your 
business listing, if you 
haven’t already. You can 
start at biz.yelp.com. 



TripAdvisor has added a 
COVID-specific update feature 
that allows businesses to share 
specific messages with 
consumers who are viewing 
businesses in the platform. You 
can customize your message 
after logging in. 



Business Pages in Facebook have access 
to new information and functionality via 
the COVID-19 tab, which is accessible for 
page owners. 

You can find more information about 
new COVID-19 Update functionality as 
well as access a list of resources for small 
businesses navigating the pandemic. 



Facebook’s COVID-19 Update feature 
was created to help businesses share 
specific information related to pandemic 
circumstances and response. 

The functionality is the same as making a 
regular post on Facebook, but you can 
specifically indicate information is 
COVID-related. This type of post will have 
more visibility than a regular piece of 
content you’d share.  

You can access this feature via your 
business’s Facebook page (it needs to 
be a Business Page and not a profile).



Best 
Practices for 

Sharing 
Information

1. Share updates across multiple platforms 
because you don’t know where potential 
customers are looking for info.

2. Don’t post just once. Maintain that information 
for as long as it seems relevant.

3. Provide visitors with helpful information 
about current circumstances.

4. Focus on safety information for visitors and 
employees as well as changes to services or 
products.

5. Be brief and link to more information on your 
website when needed.

6. Be honest.



Business Hours



Ensure 
Business 

Hours Are 
Up-to-Date

1. Business hours impact visibility of your listing 
across many different platforms, including 
Google, Yelp and Facebook when people search 
for businesses “open now,” for example.

2. Business hours impact consumer 
confidence. If someone can’t figure out whether 
your business is open, they’re likely to go 
somewhere else instead. 

3. There are two different ways you can update 
business hours in these platforms, depending 
on whether the changes you’re making to 
operating hours are long-term or short-term. 

4. If your hours have changed, make sure they’re 
correct and consistent online! 



For long-term 
changes to business 
hours use the 
Business Hours 
section of Google 
My Business, which is 
in the Info section. 

This updates hours for 
the foreseeable 
future.  

Example: You’re no 
longer open on 
Mondays



There’s a separate section in 
Google My Business called 
Special hours, which is directly 
below the Business Hours. 
Exceptions to your business 
hours can be created for 
individual dates.

This is normally used to update 
holiday hours for businesses (if 
you’re not open on Labor Day, 
for instance), but it can be used 
for short-term changes, like if 
you have limited hours when 
initially re-opening. 



In June, Google added 
a new custom Hours 
feature for businesses.

The More Hours is 
located in the Info tab 
and allows businesses to 
specify types of hours. 
Available options vary 
by category. 

This allows businesses to 
identify when they have 
unique offerings such as 
happy hour or 
designated time for 
high-risk populations like 
seniors. 



Business Hours and Special Hours in 
Yelp function the same way as 
Google and allow you to create 
short-term schedule changes that are 
highlighted when someone looks at 
your listing. 

You’ll find this option under in the 
Business Information tab of Yelp for 
Business. You can edit your regular 
business hours or keep scrolling to 
“Upcoming Special Hours” and then 
enter dates for specific changes. 



Business Hours and Holiday 
Hours also exist in Facebook.

You’ll find this option under the 
About section on the left side of 
the business page. Click on 
Page Info and then edit the 
business hours and special 
hours as needed. Don’t forget 
to click ”Save’ afterwards. 



Attributes



If your services have 
changed, make sure 
those are reflected in 
the business attributes 
section under the Info 
tab.  

New attributes have 
been added for “No 
Contact Delivery” and 
“Curbside Pickup,” 
among others.

Attributes vary by 
business category. 



Attributes influence 
visibility in specific types 
of search results and can 
change the appearance 
of your listing by 
highlighting information 
you’ve added.

This can help visitors find 
accurate information 
quickly and easily while 
also making you stand 
out from competitors.



If you’ve changed your 
services, make sure they’re 
accurate in Yelp. 

To update service options:
•Login at biz.yelp.com
•Select “Basic Information”
•You’ll find service and 
attribute options that vary by 
business category

Under Categories, you may 
find new virtual service options, 
including Virtual Consultations, 
Virtual Classes, Virtual Tours, 
Virtual Experiences and Virtual 
Performances. 



TripAdvisor has rolled out new 
tools for travel businesses that 
want to share safety 
information. When you login as 
the manager of a business 
account, you’ll see a new 
prompt that leads to a form 
where you can select specific 
practices the business has 
adopted since COVID. 

There are new front-end filters 
for users that allow them to 
identify businesses that have 
updated safety information, so 
this is something that will 
contribute to visibility of your 
listing in the near-term.  



To update services for your 
Facebook page:
•Select “Page Settings” in the 
bottom left
•Click on “Page Info”
•Click on “Hours”
•Select “Temporary Service 
Changes”

New services vary by business 
category, but include helpful 
options like:
•Online Services
•Delivery
•Pickup
•And more
 



Attributes 
Influence 
Business 
Visibility

1. Attributes help to identify relevance of 
businesses for specific types of user searches, 
so when you have complete and accurate info, 
you’ll be visible to more people who are actively 
looking for what you offer. 

2. There is considerable value in attributes even 
beyond recently added options related to 
COVID-19. For example, users may be 
searching for wheelchair accessible businesses, 
kid-friendly establishments or other 
audience-specific needs.  



Grow Visibility
Following best practices makes your business profile more effective



Following 
Best 

Practices Will 
Help Grow 

Your Visibility

1. Recent research shows using GMB Posts 
regularly can improve business listing visibility

2. Having a high-quality listing photo for your 
business can increase the likelihood of a 
visitor showing up in-person by 2x

3. Having business hours, services and 
attributes completed will improve your 
visibility across all of these platforms right 
now, and will generate value from long-tail 
search visibility

4. Having consistent Name, Address and 
Phone Number information across platforms 
will support search visibility for your business



Pay Attention to Images



Photos are a key part of 
how potential customers 
make decisions about your 
business. 

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

Make sure your business is 
represented consistently 
and accurately across 
platforms like Google My 
Business, Yelp and 
Facebook. 



NEW!

The cover image will be the 
most visible representation of 
your business. Are you making 
the right first impression online?



Recent research from 
BrightLocal suggests that 
listings with more photos 
also tend to have better 
engagement from potential 
customers.  

Increasing the volume of 
images you add to your 
listing can also have a 
positive impact on visibility 
for the listing. 



Add 4-5 photos per 
month for a 

10-30% 
Lift in exposures for 

your business



Social Media Considerations



Your audience in social may be different 
than before:

● They are spread across a spectrum of behavior 
from eager to cautious

● Dealing with new circumstances (recently 
unemployed, loss of family member/friend, 
prolonged social isolation.  

There have been significant increases in online content consumption 

Tips for social content:

1. Pay attention to shifts in 
engagement.
a. Times of peak 

engagement may have 
shifted

b. Older content may not 
always be appropriate 
(images of crowds, etc.)

2. Pay attention to news cycles 
and be careful about striking the 
right tone.
a. Don’t schedule content 

too far in advance
3. Pay attention to comments, 

questions, and reviews.



Google’s Marketing Kit



Make use of FREE content and assets at
https://marketingkit.withgoogle.com/

Google has a variety of items to help businesses generate reviews, share great 
reviews and more. Assets are free once you login using your GMB account. 

https://marketingkit.withgoogle.com/


Tailor the messaging for your business. 



Thank you!


