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1. Evolution of Local
2. Customer’s Journey 
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Evolution of Local

2 0 1 0 - 2 0 1 4 2 0 2 1

Local 3 pack results
Long tail explosion (’Near me”’ growth)

Local influencing Knowledge Graph
Schema.org introduced

Mobile first
Natural language processing

New Covid- Attributes, Posts, Schema

Commerce & Messaging
User Experience
Zero click results

Quality Content - EAT

2 0 1 5 - 2 0 2 0 2 0 2 2 - 2 0 3 0

Proximity a ranking factor
Business Messaging launch
Google Rebranding (GBP)

Local 2.1
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Your Customer’s Journey In Local

REACH

ENGAGE

CONVERT

RE-ENGAGE

SEARCH

DISCOVERY

ENGAGE

CONVERSE

CONVERT

RE-ENGAGE

CONVERSE

Traditional Funnel Modern Local Customer Funnel

ENGAGE
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Local Is No Longer About Listings

Digital 
Storefront

FAQs

Reviews

Local
Listings

Product
Inventory

Local Pages

Voice Search

Messaging

LOCAL
3.0
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Operating Local is getting costly!
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Increasing Data 
Depth in Local
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The Depth of Data Has Increased

URL

Name

Address

Phone

Hours

30+ advanced fields, menus, amenities, 
attributes, inventory, images, videos, etc

‘Hours’ → ‘Business Hours’, ‘Popular Hours’, ‘Special Hours’, ‘Temporarily Closed’, ‘Delivery Hours’, ‘Takeaway Hours’

2010 2022

SEARCH
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Increasing The Depth of Your Locations

Photos

Map Marker

Ordering

More Hours

Health Regulations
Menu

Other Ordering

FAQ

Reviews

Insights

Key Reviews

Description

Social Media

SEARCH



@milestonemktg  |  #engage2022

Engagement with local features
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2. Constant Engagement with Posts, Inventory & Menus

ENGAGE DISCOVER & ENGAGE

DISCOVER & ENGAGE

Live Inventory Feed for 
Shopping

Publish Menus in Local
Google Posts in 

Knowledge Panel
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Creating Landing pages with rich local content
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❖ Local queries are non-branded

❖ No ‘one size fits all’ local listing that can capture all the local 
information

Need for Local Landing Pages

local non-branded 
search YoY

Of all searches are local
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3. Creating Local Content – Landing Pages 

Add local information:

✓

✓

✓

✓

✓

SEARCH
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4. Schemas give context to search engines

Featured Snippet

Schemas for Knowledge Panel

People Also Ask
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Challenge with Schemas

Need Schema Model Understanding

Constant vocabulary changing

Limited support on testing tools

Incorrect Schema Nesting

Underutilized Schema 

Missing entity association

Complex Systems Ineffective Markup

Error Monitoring

Health check of pages

High Volume of pages

High Maintenance Costs

Adoption of schemas is less then 5% of all websites!

SEARCH



@milestonemktg  |  #engage2022

Online Reputation Management
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Reputation Management

Of Yelp users upgrade 
review for personalized 
responses by business

of customers reading 
reviews read 
businesses’ responses

ENGAGE
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Today consumers trust their peers more than businesses. Your reviews matter!

Online Reviews Management

Address negative reviews
with emotions and win over

Personalize responses
to create recall

Listen
to what your customers say

Benchmark
Competitor Reviews

01 02

03 04

Driving trust 
&

engagement

ENGAGE
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Optimizing your local business for Voice Search
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FAQs can power Voice Search

Featured Snippet

People Also Ask

Enhanced FAQ Listing

Voice Search Answer

Curation  & 

Publishing Engine

FAQ Engine

Website (any 
CMS) & mobile

Local Channels

Messenger &
ChatbotsUnanswered Questions

cFAQ Agent

Voice Devices
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Voice search optimization challenges 

Content sourcing & curation

Building FAQ content

Consistent brand messaging

Scaling Operations

Where do you find questions, your audience is asking about 

your business?

How do you ensure your message stays consistent 

across multiple FAQ touchpoints?

How do you scale the operation for volume pages 

and locations

How do you autogenerate FAQ content?
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Business Messaging
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Introducing Business Messaging
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Types Of Messaging

Talks to a business their products/ 
services/ customer support 

Reaches out to customers regarding 
new products/services/offers

Business InitiatedCustomer Initiated
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Business Messaging Impact

of the world's smartphone 
population is messaging

messages exchanged across 
Facebook products each day

of consumers prefer to text a 
business

CONVERSE &
RE-ENGAGE
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Business Messaging - Convergence With Local! CONVERSE &
RE-ENGAGE

Discover Research Purchase Support

Know… Go… By… Do…

I want to...
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Value of Business Messaging CONVERSE &
RE-ENGAGE

Replacing in-person 
activities with 
conversations

Frictionless Selling 
with fully qualified 
leads

Lower CAQ through 
new age WOM and 
referrals

Additional channels 
to promote with 
simpler content

Business
Messaging
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Engage Customers On Instant Messaging Platforms

Your customers CAN’T WAIT. They want their queries answered RIGHT IN-MOMENT!

However, managing communication across several channels is challenging!

What do you need to do?
- Unify all conversation touchpoints 
- Prepare for scale with automated responses
- Seamlessly integrate with website & chatbot

ENGAGE
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Automotive Dealership - Mexico

Dealership CRM

Analytics

Customer
“I want to buy a car”

Search Dealership Express Interest Desire to buy Schedule Test Drive Place Order Aftersales Support

Customer
“I want to buy a car”

Business Messaging

Subject Matter Expert
(Dealership Salesforce)

Chatbot

(FAQ + Website)

Smart Conversation 

Management Engine

In-Store Experiences
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Hospitality - US

Resorts’ ERP

Customer
“I want to book a room
in a resort for my family”

Search 
Resorts

Explore 
Amenities

Check Prices & 
Offers

Get Payment 
Link

Confirm 
Booking

Check-In Stay Check-out
Loyalty 
Offers

AnalyticsBusiness Messaging

Subject Matter Expert
(Dealership Salesforce)

Chatbot

(FAQ + Website)

Smart Conversation 

Management Engine

Stay
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Public relations
Radio TV, 
print outdoor 

Business Initiated Conversation

Search / Voice Search

Rich snippets

Menus

Reviews

Blog

Social media

Google Posts

Customer Initiated 
Conversations

E-commerce / Store 
branch

Website
Community

Feedback on Chat

FAQ knowledge base

Promotion

Blog

Social media

Business Initiated Circulars

CONSIDERATION

PURCHASE

SERVICE

ADVOCACY

Modified Customer Journey Map

AWARENESS

DISCOVERY

FAQ

CONVERSATIONS

Product Demos and 
Video Calling

Business Initiated Promotions
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Connecting Systems in Enterprise

CONSIDERATION PURCHASE SERVICE ADVOCACYAWARENESS DISCOVERY CONVERSATIONS

Business Initiated 
Conversation Schema FAQ ReviewsVoice Search Business Initiated 

Offers

Customer 
Initiated 
Conversations

Product Demos / 
Video Calling

Feedback on 
Chat

Paid Media

Posts

SEO / Dev ContentSocial 
Media

Local Pages

CMS Customer 
Support

Pre-Sales 
Support

Marketing Infrastructure Engineering SalesCRM Inventory Customer Support

Teams

Organizations
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Key Takeaways

Local 3.0 has 
transformed local search

Need to adapt to the 
changing requirements

Business
Messaging

Lesser sites to manage the information
More information per site to update

Non-branded queries

Disparate systems which rarely 
talked together in a business 
environment have to come 

together to address the needs of 
Local 3.0

It is a brand new leads, 
marketing, sales and 

re-engagement channel
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Thank You!




