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Designing GBP 
Support

Part 1



How Does GMB Support Work?

Support Agent

Automation

Self Help

Product ImprovementProduct 

Help Center 

Support



Priority Type of Issue Treatment

P0
Issues Users Cannot Solve 
Themselves 

- Merges
- Edit Pending etc. Phone  /  Email  /  Chat 

P1a
Complex Educational Issues

- Verification
- Ownership conflict Phone  /  Email  /  Chat

P1b Basic Educational Issues
- Change the cover photo? Automated Email

w/ Email Reply

P2
Non GBP Issues

- How can I be #1 on Google Automated Email
no-reply
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Not All Issues Are Treated Equally…
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Awesome Company Inc

The Top Issues Are…        

Verifications Suspensions Reviews



 

Part 2a

Verification



+“We are a real 
business, and we 

are right here”

Existence

“I have the authority 
to represent this 

business”

Affiliation

What is Google Verifying?



Real Time Verification (Phone/Email)
● Google already has proven existence

Business Video Verification
● Record and upload a video

Live Video Verification
● Connect with an agent who will guide you 

through the process

Manual (offline) Verification
● If video verification fails, Manual Verification is 

available

Methods of GBP Verification



How Do I Access “Manual Verification”?



You Must First “Attempt” Video



Then…The Contact Us Option Will Appear



This is the Manual Verification Form



5 Tips To 
Help With 
Verification
— For Agencies  



Be Prepared

1.
Coach your client to 
assemble every piece of 
evidence before they click 
the "Verify Now" button.



L1 Evidence (Primary)
● Business License
● DBA / trade name
● Utility bill
● Photos of the location

L2 Evidence (Secondary)
● Other mail
● Lease agreement
● Business Cards

Prioritize “L1”
Evidence

2.



Provide an example video

Walk them through the 
“shot list”

● Street Signs
● Location w/ permanent signage
● Show Access
● Show Documentation

Master The
“One-Take”

3.



● Have the address in the 
footer of their website

● Ensure NAP is consistent

Improve Your
“Trust Score”

4.



● Virtual offices
● Fake imagery
● Sensitive information

Avoid Red Flags

5.



 

Part 2b

Suspension



● Name Stuffing
● Address issues (virtual office)
● Misrepresentation
● Too Many Edits (Suspicious Activity)
● Multiple Listings for same business
● Restricted User Accounts
● However Google is feeling that day

High-Risk Categories: Locksmiths, plumbers, garage door repair, HVAC repair, Moving companies 

Common Causes of Suspensions?



1. Account Issues

2. Deceptive Content

3. Policy Violation

4. Suspicious Activity

� "Bad Actor"
� Restricted Account

� Name Stuffing
� Misrepresentation

� Virtual office
� Multiple Listings

� Frequent Edits

Clues Into What Caused The Suspension…



5 Tips To Help 
Reinstate
Suspensions
— For Agencies  



Conduct a "Pre-Reinstatement 
Audit"

- Keyword Stuffing?
- Multiple listings?
- Address issues?
- Category mismatch?
- Restricted User Account?

Find The Issue

1.



Make sure all the issues 
are resolved before you 
submit your appeal2.

Fix The Issue (Before 
You Appeal)



Evidence the issue was 
remediated and…

L1 Evidence (Primary)
- Business License
- DBA / trade name
- Utility bill
- Photos of the location

3.

Use Strong Evidence



The hardest part begins: 
waiting

● Do not create new listings

● Do not submit duplicate 
appeal tickets

4.

Be Patient



Implement best practices
● Optimize your listing

● Make changes strategically

● Avoid frequent, minor tweaks

● Build your trust score

5.

— The Best

Defense
— Is a Good

Offense



 

Part 2c

Missing Reviews



Reviews are owned by the User, not the Listing



3 Tips To Help 
Recover Missing 
Reviews
— For Agencies  



Proactively track & 
document every review

Use software that saves 
your reviews (GMBapi.com)

1.

Be Proactive



Show The Missing 
Reviews to Google 
Support

Contact support, and show them 
the missing reviews

- Put the missing reviews in a 
Google Sheet & share the 
sheet (do not upload files)

2.



Audit Your Review 
Acquisition Strategy

What caused the 
problem?

Are you accidentally 
triggering spam signals?

3.



 

Part 3

Communicating
w/ Google



✓ Get straight to the point
✓ Use the correct 

terminology
✓ Provide all relevant 

documentation
✓ Be polite and professional
✓ Politely request escalation 

if you're stuck

✗ Submit multiple cases 
for the same issue

✗ Be emotional or vague
✗ Try to hide the problem
✗ Ask for an exception

Strategic Communication w/ Google Support



Awesome Inc, is a moving company in Scottsdale Arizona. 
While this listing is in a shared office space, it is a permanent office which is 
staffed 7am - 6pm Monday - Friday and 8am - 5pm on weekends (which matches 
the listing hours of operation).

I have attached the following evidence per your request:
- Trade Name from the Arizona department of state for "Awesome Inc" 
- Invoice issued to “Awesome Inc” at this location's address
- Lease agreement for the permanent office space
- Photo of the office's permanent signage
- Photo of one of the service vehicles (at the office location)

We heavily reviewed all Google’s guidelines and are confident the attached 
evidence shows that this location is within policy. Thank you.

Example:
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Use The 
Community!!

The Art of Escalation



Google Support is 
Like a Rubik's Cube

It’s Frustrating if 
You Don't Know 

How to Use it

Takeaways



Thank 
You!

Brad Wetherall
linkedin.com/in/bradwetherall
TheGBPexperts.com

http://linkedin.com/in/bradwetherall

