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The way consumers discover and search for businesses, products, and services 
online is becoming more complex, with new ways of searching — including 
mobile and voice search on home-based, voice controlled devices. We have 
put together best practices and suggestions from experts to help enterprises 
create and manage their online listings. Your company cannot succeed in today’s 
marketplace if customers and prospects can’t find your business quickly and 
easily through local online search and discovery.

Online business listings typically include name, 
address, and phone (NAP). This information 
is the most basic way for your business to 
have an online presence and a chance to be 
found by consumers and search engines. But 
a business can achieve a higher search ranking 
and stand out amongst its competition by 
providing more than basic data in its online 
listings. Going beyond basic NAP citation data 
with enhanced business listings provides hooks 
to higher search rankings, delivers valuable 
data to customers, drives engagement, and 
can improve sales.

There are two basic types of online searches. 
Consumers may do a direct search for 
your company name to learn more or do a 
discovery search for a product or category 
in which your company offers products or 
services. The majority of consumers do not 
have a business or brand in mind when they 
search to purchase. A BrightLocal 2019 study 
of 45,000 business listings found that 84% of 
consumer searches are discovery searches, 

and only 16% are direct searches. Hence, it’s 
important to provide enhanced information 
that will improve your search performance.

Because so many consumers depend on 
online searches to find information about 
local businesses, companies are spending 
more than ever on advertising. According 
to BIA’s Local Media Forecast, of the $61.5 
billion to be spent on local digital advertising 
in 2021, Google gets the lion’s share at $22 
billion. But beyond Google, there are over 100 
U.S. search platforms, directories, navigation 
systems, mobile applications, and more that 
offer business listings. Business best practices 
for managing these listings and keeping them 
up to date require acting promptly on the 
imperatives for creating and maintaining a 
digital presence in today’s marketplace. These 
practices include providing enhanced data 
such as websites, social pages, mobile apps, 
reviews, locations served, hours of operation, 
indoor dining options, maps, and other data 
that adds value for customers.

INTRODUCTION
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https://www.brightlocal.com/research/google-my-business-insights-study/
http://www.biakelsey.com/research-data/forecasts/local-advertising-forecast/


INTRODUCTION

Figure 1: Localogy, 2021 Local Media Tracking Study
Base: Use mobile device to help make purchase decisions at least some of the time (N=2,823)

According to Google, 88% of people visit a company’s physical store within a day of doing a local 
search. In addition, Localogy’s 2021 Local Media Study (Figure 1) shows that over half (55%) of 
consumers first turn to mobile when looking for a local business or service, and 75% are even using 
it at home to make a purchase decision.
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Q. Where do you use your mobile device(s) to 
help you make purchase decisions?
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https://resource.localogy.com/local-media-tracking-study-2021
https://www.thinkwithgoogle.com/consumer-insights/consumer-trends/local-search-to-store-visit-statistics/
https://resource.localogy.com/local-media-tracking-study-2021


To create the best customer experience and drive high-value engagement, 
business listings must add value to the search and discovery experience in very 
specific ways. Missing, inconsistent, and incorrect information creates a poor 
customer experience.

To create customer trust, it’s important to 
ensure consistent, high-quality data across 
the search network.  In fact, eighty-nine 
percent of consumers will decide to shop with 
a competitor after a poor user experience, 
according to a 2020 TrustPilot Study. But 
studies also show that as many as half of all 
businesses have some type of missing or 
inaccurate business information about them 
on Internet search sites. The complexity of 
local search is partially to blame, as there are 
hundreds of different local search sites and 
mobile apps that populate local business data 
from various sources.

Businesses can extend and enhance the 
customer experience with listings data 
that helps inform and motivate customers 
to connect with your business. Providing 
customers with the basic coordinates of 
how to contact and locate your business 
is essential. In addition, make an effort 
to differentiate your business from the 
competition. Share what’s new or different as 
a reason for customers to pick or return to 
your business. Share payment options, photos, 
and videos. Reviews are very important as well; 
nearly half of consumers will only shop with 
businesses with four or more stars, according 
to Localogy’s 2021 Local Media Tracking Study.

CUSTOMER  
EXPERIENCE IS 
DRIVEN BY PRESENCE, 
DISCOVERABILITY, 
ENGAGEMENT AND 
ACCURACY 
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Businesses are busier than ever and must watch their margins closely. Most 
businesses don’t have someone in-house to manage all the vital data updates 
needed for enhanced business listing services. With the multitude of search 
platforms, directories, navigation services, mobile apps, and social sites, 
it becomes almost impossible to ensure the right information is populated 
everywhere every time a change is made. For this reason, many businesses look to 
a business listings service to help. But be aware that some are better than others.

What to look for in an enhanced business 
listings service:

All-In-One Interface for Data Management. 
Having one solution for gathering, staging, 
managing, and pushing data out to the 
publisher network is extremely valuable for 
time-pressured businesses that do not have 
the personnel to allocate to this critical task. 
Automation and ease of use are essential.

Create Once, Publish to Many. Basic and 
enhanced listings data need to be published 
to a wide network of search platforms, 
directories, navigation services, mobile apps, 
and social sites. Keeping all these avenues up 
to date can be challenging and is beyond the 
scope of what most small businesses can do 
for themselves.

Economical and Efficient, with Unlimited 
Updates. As we have urged throughout this 
report, accurate and timely data to enhance 
businesses’ discoverability and extend 
the customer experience are competitive 
necessities. Businesses working with listing 
services should not be penalized for providing 
regular updates; this should be factored into 
the pricing as part of the service.

Analytics and Actionable Insights. As part 
of best practices in business listings, it is 
important to know how you were found (i.e., 
direct or keyword), where you were found, 
mobile vs. desktop, and what information was 
accessed when you were found (i.e., driving 
directions, calls). This information provides 
valuable input for future listings data, SEO, and 
customer calls-to-action strategies and tactics.

BUSINESS LISTING SERVICES 
MUST BE POWERFUL —  
BUT EASY TO USE
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We recommend:

Optimize Listings on Key Platforms. 
Common data shared across the 
most important platforms must be 
synchronized and up to date. Beyond 
that, different platforms offer their 
own optimization capabilities that 
should be identified and leveraged.

Build Presence at Scale. Maintain 
consistency and quality by providing 
the same validated data across search 
engines, portals, mobile apps, and 
maps.

Leverage Analytics and Actionable 
Insights. Operating at scale is essential 
- and part of being successful is 
tracking which parts of the distribution 
network are working better or worse 
and why. This knowledge empowers 
local businesses to see what actions 
need to be taken and the best ways to 
do so.

BE ON THE KEY PLATFORMS 
SEARCHED BY CUSTOMERS

Having basic listings data augmented by enhanced data to power the customer 
journey and direct customers to your business is the core goal. Beyond that, it’s 
critical to have your listings appear correctly across all the various platforms 
(Figure 2) and be able to track the performance of each one.

Figure 2: Comscore Media Metrix, May 6, 2021

Monthly Share of Digital Searches in the US, 
by Search Engine, Feb 2021 (% reach)
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If your business could hand out 
business cards and brochures to every 
customer looking to find a company 
offering your services, you’d probably 
take advantage of that opportunity. 
That’s what local listings provide. 
But it’s critically important that the 
information is correct across the 
entire publisher directory network, 
with enhanced data that informs 
and motivates the customer along 
their journey towards selecting your 
business. 

Business listing services have become very 
data-driven and are reliant on advanced 
technologies that exceed the capabilities of 
Do-It-Yourself solutions for most businesses. 
By developing and sticking to a set of best 
practices, your online listings will create 
value for customers and prospects and drive 
discoverability and engagement. A core set of 
best practices will include these elements:

Validation and Verification. Ensure that 
your business listing is complete, accurate, 
consistent, and up to date to create customer 
trust and ensure consistent, high-quality data 
across the search network. 

Accurate and Timely. Ongoing updates to 
business information, driven by seasonal 
operations and changing hours, the continuing 
impacts of the COVID-19 pandemic, and other 
emergent situations.

Easy and Powerful. New tools for businesses 
are available through listings management 
services and allow businesses to update 
dozens of platforms with a single entry.

Distribution, Integration, and Analytics. 
These three items round out the best 
practices checklist. Learn more about where, 
when, and how your customers are finding you 
online.

Business listings allow your company to 
be discovered online, and they create an 
important first impression. Be sure to treat 
your online listings as if your business depends 
on them because, in many ways, it does.

TAKE-AWAYS
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