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ABOUT THE AUTHORS
Jay Baer and Jeffrey K. Rohrs have been friends since they met running 
digital marketing agencies at the turn of the century (#FeelinOld). With 
5 books, countless keynotes, a mutual love of BBQ, and 50 years of 
marketing experience between them, they remain excited about helping 
brands better serve their customers.

You can learn more about Jay (@jaybaer) including how to 
book him for your next bar mitzvah, quinceanera, or major 
marketing event at convinceandconvert.com. While you’re 
there, be sure to sign up for his killer email newsletter, 
listen to one of his podcasts, and consider buying one of 
his books like his latest, Hug Your Haters: How to Embrace 
Complaints and Keep Your Customers. It’s a great read.

Jeff is the CMO of Yext, and you can learn more about 
him by asking Jay, visiting yext.com, or following him 
on Twitter (@jkrohrs). His book, AUDIENCE: Marketing 
in the Age of Subscribers, Fans & Followers “has a 
very nice cover” and “looks impressive” according to 
a survey of his relatives at a recent family reunion.

http://www.convinceandconvert.com
http://www.yext.com


2THE EVERYWHERE BRAND

No, we’re not talking about 
the one between the United 
States, Russia, or China. We’re 
not even talking about the one 
between Elon Musk (SpaceX) 
and Jeff Bezos (Blue Origin).

We’re talking about the race to 
command more visibility for your 
people, products, and locations 
across the internet so you can 
attract more customers, sell 
more stuff, and get that annual 
bonus you so richly deserve. 

Your Home Planet(s) 
For nearly 25 years, companies 
have run their space race from the 
luxurious expanse of their websites. 
Big, glorious websites. Expanded, 
renovated, and face-lifted every 18 
months or so in service of better 
customer experiences and higher 
conversions. Even now, your 
website is likely the home planet 
for your brand — the place where 
everything anyone could ever 
want to know about you lives. 

Marketers put a lot of time 
and money into their websites 
because the internet’s growth 
was astounding. And then, like a 
comet streaking across the sky, 
came something new. Something 
unexpected. Something mobile.

The smartphone.

In 2007, Steve Jobs unveiled the 
iPhone and suddenly, it seemed 
like every brand needed an app. 
Shopping apps. Gaming apps. 
Coupon apps. Map apps. Music 
apps. Entertainment apps. Social 
apps. Brands experimented with 
everything until most settled on a 
primary app for their business. 

That app became a sister planet to 
your website. A place you controlled 
fully, to the benefit of your brand 
and bottom line. And so, for the past 
few years, you’ve worked hard to 
optimize both your website and your 
app because they are the magnetic 
center of your universe — and the 
keys to your company’s success. 

But guess what? With the 2020s fast 
approaching, there’s a new reality: 

To win, you must think well beyond 
your website and app.

There’s a new space race afoot.

FLASHBACK, WAYBACK 
See the history of your brand in website form. Visit Archive.org and check out the Internet Wayback 
Machine, the web’s largest collection of websites through the years. Just be prepared to lose a 
couple of hours to a bit of laughter and tears.

http://Archive.org
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From the Big Bang to Microbursts

Now don’t freak out. Your website and app 
remain your “home planets.” They just aren’t the 
magnetic center of your customer’s universe. 

Today, each and every consumer is the center 
of their own digital universe — a universe that is 
increasingly mobile and impulsive. Consider:

• According to Nielsen, the average U.S. adult 
internet user visits 45 mobile websites and 
uses 28 smartphone apps per month.1

• In November 2016, mobile surpassed desktop 
internet usage for the first time ever.2

• Mobile search now accounts for 
nearly 60% of all searches.3

• Voice search now accounts for more than 
20% of all searches on Google.4

THE CONSUMER’S UNIVERSE

The “Big Bang” that gave us the desktop internet of the 
1990s has been overtaken by billions of “Microbursts”— 
mobile moments in which consumers seek immediate 
answers, insights, and information. They’re in search of 
products and services. They’re seeking store hours and 
driving directions. They want to know the closest no-fee 
ATM and the nearest hotel that is pet friendly. 

Over the years, every consumer has developed their 
go-to list of favored apps, maps, search engines, social 
networks, and digital assistants that best serve their 
needs in the moments that matter. For your brand to 
capture the fleeting consumer attention generated 
by these microbursts and convert it into business 
opportunities, you must be everywhere your customers 
need you to be. 

As a result, it’s time you look beyond the home planets 
of your website and app, and give your brand the 
visibility and opportunity it deserves. 

It’s time you become The Everywhere Brand.

1 Nielsen, The Nielsen Total Audience Report, Q2 2016.
2  StatCounter, Mobile and tablet internet usage exceeds desktop for first time worldwide, November 1, 2016.
3  SearchEngineLand, Report: Nearly 60 percent of searches now from mobile devices, August 3, 2016.
4  SearchEngineLand, Google says 20 percent of mobile queries are voice searches, May 18, 2016.

of all searches.

Mobile search now accounts for

of all searches on Google.

Voice search now accounts for

http://www.nielsen.com/content/dam/corporate/us/en/reports-downloads/2016-reports/total-audience-report-q2-2016.pdf
http://gs.statcounter.com/press/mobile-and-tablet-internet-usage-exceeds-desktop-for-first-time-worldwide
http://searchengineland.com/report-nearly-60-percent-searches-now-mobile-devices-255025
http://searchengineland.com/google-reveals-20-percent-queries-voice-queries-249917
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 “Digital knowledge” consists of the factual assets and attributes about a company’s 
brand, people, products, events, and locations that help consumers serve their needs. 

Examples include the address, hours of operation, phone number, and drop-off points of 
brick and mortar businesses. Also included are the names, photos, credentials, locations, 
and office hours of professionals like doctors and insurance agents. Even more 
granularly, digital knowledge can include the availability, price, location, and ingredients 
of specific products as well as the date, time, location, and content of brand events.

WHAT IS DIGITAL KNOWLEDGE?

The Everywhere Brand

The Everywhere Brand is a brand whose digital 
knowledge — the factual assets about a company 
that capture consumer attention — exists 
consistently and accurately in a great many online 
locations, not just on a corporate website and 
app. This universal approach ensures that The 
Everywhere Brand serves customers on the digital 
planets they frequent, translates into a better brand 
experience, and drives more business opportunity. 

Google, Apple, Facebook, Bing, Yahoo, 
Yelp, TripAdvisor, OpenTable, Instagram, 
Snapchat, MapQuest, Waze, Siri, 
Cortana, Amazon Alexa, and hundreds 
of intelligent services form the universe 
of The Everywhere Brand. They are 
the places your customers seek instant 
information in the moments that matter. 
And it’s up to you to ensure the information 
that appears about your company in each 
service is on-brand, accurate, and up-to-date.
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In 2016 alone, Yext found that its customers generated 
334 million phone calls and 622 million requests 
for driving directions from third-party resources.6 
You know who asks for driving directions? People 
who want to visit your physical location! Nobody 
gets driving directions by accident. Tons of website 
visits are 10-seconds or shorter in duration, and they 
are often referred by search engines. There is no 
equivalent with phone calls and driving directions. 
These prospective customers aren’t just looking in the 
window and kicking the tires; they mean business. 

If you mean business too, it’s time that you develop 
these seven key traits of The Everywhere Brand: 

SEVEN KEY TRAITS OF  
THE EVERYWHERE BRAND
1.  Customer-Centric

2.  Active

3.  Organized

4.  Real-Time

5.  Granular

6.  Responsive

7.  Innovative

DO YOU KNOW YOUR 
ROCKETS FROM 
YOUR LAUNCH PAD? 
How important is The Everywhere 
Brand universe? According 
to recent research from Yext, 
companies with brick-and-mortar-
only locations see an average of 

across these third-party services 
than their own website.5 

Think about that. If everything else 
that’s not your website garners 
nearly triple the traffic of your 
website, which is the launch pad 
and which are the rockets?

more traffic

5 Yext data from 20,107 business locations
6 Yext, 2016
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CUSTOMER-CENTRIC
Most companies believe they are customer-centric, but 
are they really? The Everywhere Brand not only walks 
in the shoes of customers but also knows how the fit 
differs — from dress, to dancing, to tennis shoes. The 
Everywhere Brand seeks out every point of friction in 
the path to purchase, and works tirelessly to smooth 
every rough edge to increase sales and satisfaction.

As the services consumers use to find your 
brand, people, products, events, and locations 
become more intelligent, you must regularly 
audit how the facts about you are presented to 
consumers. You cannot do this in a vacuum.

Let us repeat: 
YOU CANNOT DO THIS IN A VACUUM.

Search, maps, digital assistants, and other 
intelligent services leverage a wide variety of 
knowledge about your brand and combine it with 
knowledge about a given consumer, their location, 
the activities of others, and other contextual facts to 
deliver the best information possible. In other words, 
if you’re not testing how the digital knowledge about 
your brand appears in the places consumers search for 
you, then you’re getting a warped view of the world.

Marketers for Everywhere Brands put on a coat, go 
outside, and experience exactly what the consumer 
sees about their brand across every device and 
service that matters to their customers. They 
conduct “near me” searches on Google. They quiz 
Alexa, Cortana, Google Assistant, and Siri about 
their people, products, and locations. They become 
their customer. And in so doing, they see the broad 
universe of facts about their people, products, and 
locations online that need to be fixed and managed. 

WHAT IS AN “INTELLIGENT SERVICE”?
An “Intelligent Service” is a device, app, or technology that leverages a 
proprietary knowledge base to make decisions, geared toward delivering the most 
relevant content to consumers. Some of these services use real-time, contextual 
knowledge about a consumer’s location, behavior, and interests to personalize their 
interactions. For instance, when presented with a generic search like “ATM,” Google 
Maps will emphasize not only ATMs near a known consumer but also ATMs they may 
have frequented recently. 

7  Google Internal Search Data, 2014–2015, U.S.,  
mobile devices — as reported on Think with Google.

https://www.thinkwithgoogle.com/data-gallery/detail/near-me-mobile-searches/
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When discovering a point of informational friction, 
The Everywhere Brand actually does something to fix 
it — smoothing the customer journey accordingly.

One common point of friction is finding incorrect facts 
online about a company’s people, products, and 
locations. Such errors translate into frustrated customers 
and lost business. The Everywhere Brand seeks to 
actively correct these errors across the universe of apps, 
websites, and intelligent services that consumers use.

Historically, this has been a largely manual and extremely 
time-consuming project — one usually owned by brand, 
SEO, or social teams within the marketing department.

What’s wrong with that approach? What’s so hard 
about updating the public facts about your people, 
products, and locations? It’s much more complex and 
time consuming than you might think. Here’s why:

• There are hundreds of intelligent services (maps, 
apps, search engines, GPS systems, digital assistants, 
social networks, etc.) that provide information about 
your people, products, and locations to consumers. 

• With a manual approach, each must 
be updated separately every time you 
change a piece of information. 

• Not every intelligent service offers a DIY 
mechanism to update your information. 

• There’s often no guarantee that the 
information you submit will be updated.

• Many intelligent services solicit user 
suggestions that can override the information 
you provide, regardless of accuracy.

• Brands with lots of people, products, events, and 
locations face exponentially more effort updating 
each of those entities across all meaningful services. 

• New services are born regularly. Future AI tools, self-
driving cars, and drone delivery services will need 
information about brands and locations as well.

ARE THESE THE HOURS FOR THIS PLACE?
If you’ve ever checked into a place on Facebook, you’ve likely seen a 
question like this. Facebook attempts to crowdsource location information 
from users after check-ins. Google and Yelp both prompt users to “Suggest 
an Edit” on business profiles, and if you shake your smartphone while 
using Google Maps, you’ll see a prompt to “Report a Data Issue.”

All are well-intentioned efforts, but for marketers who want full 
control of the digital knowledge about their company online, the 
road to bad data is paved with unfiltered user suggestions. That’s 
why Yext lets brands screen users suggestions and ensure they 
publish only those that improve the accuracy of their information.

ACTIVE
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The Everywhere Brand is organized. It solves 
its bad data problems with a combination 
of people, process, and technology. 

Notice that technology comes last. That’s because 
technology is just a tool. It takes people and process 
to ensure that technology delivers a solution that 
will save time and help grow the business. 

The Everywhere Brand brings the right people to the 
table from across the organization to identify the best 
sources of its digital knowledge. Representatives 
from Marketing, IT, Store Ops/Facilities, Product, and 
Legal all have a stake in ensuring the information 
that customers receive across the digital universe is 
accurate, detailed, and up-to-date. It is their collaboration 
upon which The Everywhere Brand is built. 

With data sources identified, The Everywhere 
Brand then defines the process by which its digital 
knowledge will be updated across all those intelligent 

services, internal systems, corporate websites, 
and apps. Duplicative efforts and data sources are 
eliminated, and ownership conflicts are resolved 
to achieve the desired end — a single source of 
truth for all of the company’s digital knowledge.

Finally, with process defined, The Everywhere 
Brand deploys a platform to both serve as that 
source of truth and to control its knowledge across 
the digital universe. The Yext Knowledge Engine 
scales, integrates, and delivers an “update once, 
publish everywhere” experience that keeps the 
information about your company’s people, products, 
and locations up-to-date on every intelligent service 
that matters. Moreover, it can be integrated to also 
update your website, app, and internal systems 
(such as point-of-sale and customer service routing), 
so they all reference the same source of truth. 

A single system of record for all the information 
about your brand? Yes, it’s within your reach.

WHAT’S YOUR  
SOURCE OF TRUTH? 
At Yext, we’ve worked with thousands of customers to 
organize, manage, and maintain the digital knowledge 
about their people, products, and locations. Through 
it all, we’ve learned that if you don’t have a source of 
truth for your digital knowledge, you have a source of 
confusion. Turn to page 14 or visit yext.com to learn 
how we can help your brand find its truth. 

ORGANIZED

http://www.yext.com
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With people, processes, and technology aligned, 
The Everywhere Brand aspires to deliver real-
time information to consumers when and where 
it matters. This is increasingly important because 
of how mobile-focused consumers are today. 
According to comScore, 71% of time spent online in 
the United States is now spent on mobile devices.8  

We’re increasingly reliant on our smartphones, and 
we expect the information they deliver to be both 
accurate and timely. If it’s “Free Cone Day” at Ben 
& Jerry’s, we want to know about it — especially if 
we’re within walking distance (#ChunkyMonkey). 
If a bank branch is closed due to a holiday, we 
want our maps to tell us. And if a store nearby 
has a can’t-miss sale on a product we’ve been 
researching, we want an alert about that too. 

The Everywhere Brand understands that the 
smartphone creates new opportunities to capture 
consumer attention in the moments that matter. As a 
result, it seeks out every opportunity to publish digital 
knowledge in real-time about events, sales, specials, 
and temporary data changes that benefit customers.

The Everywhere Brand also understands that it 
bears a new responsibility to mobile customers when 
something unexpected happens that impacts its ability 
to serve. Accordingly, if you want to be an Everywhere 
Brand, you need a plan in place to ensure closures 
due to weather, illness, and other emergencies are 
properly reflected across the digital universe — and 
updated again when you’re back open for business. 

REAL-TIME WEATHER REQUIRES  
REAL-TIME MOBILE INFO 
In January 2016, Winter Storm Jonas slammed the 
Eastern Seaboard of the United States. Fast-casual 
restaurant chain sweetgreen was one of many 
businesses forced to close locations for the duration of 
the storm. Part of their response included using the Yext 
Knowledge Engine to update their hours of operation 
across Google, Facebook, Yelp, and the entire digital 
universe. This ensured that sweetgreen customers didn’t 
venture out into a blizzard only to find locked doors. 

8  comScore, Inc., “Mobile’s Hierarchy of Needs,” April 2017
9   Google currently offers this menu functionality in the U.S. and 

Canada only. 

REAL-TIME

https://www.comscore.com/Insights/Presentations-and-Whitepapers/2017/Mobiles-Hierarchy-of-Needs
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Brands that create and publish more specific and 
more granular data about their people, products, and 
locations stand to attract more business from the 
digital universe than those who don’t. You already 
know this from the world of SEO (search engine 
optimization), where the more content you produce and 
optimize, the more traffic you drive to your website. 

The same is true among the ever-expanding 
universe of information services. In fact, the heart of 
Digital Knowledge Management is about optimizing 
your public facts so they appear in more places 
and drive more visibility and engagement for your 
brand. However, unlike SEO that relies mostly on 
the unstructured data of your web pages, these 
services depend more on structured data, which 
requires additional granularity and specificity.

According to Google, 70% of hotel searches are 
for a particular amenity like “hotel with an indoor 
pool” or “hotel room with a Jacuzzi.”10 Hotels almost 
never have unstructured data on their website that 
match this query exactly. Which is why structured 
data is so critical — it allows search engines and 
information services to determine how appropriate 
your Everywhere Brand is for each question.

As intelligent services evolve and expand, they 
are creating many more opportunities for brands 
to provide granular, structured data to satisfy 
user queries. Such services are happy to have 
this data. Why? Because they know consumers’ 
search behavior will continue to change.

THE SHIFT FROM UNSTRUCTURED 
TO STRUCTURED DATA 
Search Engine Results Pages (SERPs) have evolved from 
10 blue links to today’s mashup of info cards, maps, and 
other structured data. This shift is due to the engine’s 
relentless pursuit of producing the most relevant results 
based on the searcher’s device, location, history, and 
intent (as well as the desire to answer as many searcher 
questions as possible without requiring a click).

With the Yext Knowledge Engine, your structured 
digital knowledge is delivered straight into 
Google, Bing, and over 100 other intelligent 
services across our PowerListings® Network.

GRANULAR

10   Google Data, U.S. Mar. 2016, as reported by Think with Google.

https://www.thinkwithgoogle.com/data-gallery/detail/the-travel-research-process-plays-out-in-time-make-a-plan-moments/
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Think about how differently you search today on your 
smartphone than you do on your desktop. Now, consider 
how differently you search when using your voice with 
Alexa, Cortana, Google, or Siri. With voice search, you’re 
not seeking a page of results with 10 blue links; you’re 
seeking answers. And according to former Baidu Chief 
Scientist, Andrew Ng, by 2020, 50% of all searches will 
be voice searches — voice searches seeking an awful lot 
of granular information.11

The Everywhere Brand also adds granular data to its 
social assets in the form of Facebook local Pages, 
Instagram location tags, and Snapchat geofilters. 
Why? Because it knows that this granular location data 
boosts local brand engagement, and that local social 
engagement drives business.

The Everywhere Brand understands that the rise of 
structured data, ride-share services, and voice search 
all point to a future in which the brand that provides 
the most granular data about its people, products, and 
locations wins.

SO CLEAR, WE CAN HEAR A PIN DROP. OR SIX. 
Did you know that Yext lets you get uber-granular with Uber 
pin drops? With Yext, you can manage the correct pick-up and 
drop-off points for your locations to ensure that Uber users are 
always delivered to the right point of entry or departure.

11  Baidu World 2014, Gigaom

https://venturebeat.com/2014/09/20/ai-expert-predicts-half-of-web-searches-will-soon-be-speech-and-images/
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In an era of faceless transactions, The Everywhere 
Brand is one that values face-to-face interaction, solicits 
honest reviews, and responds to them in kind (where 
appropriate). As Jay Baer and Daniel Lemin wrote 
about in their ebook, How to Win Digital and Real-
World Traffic with Local Reviews, local search results 
are now massively impacted by customer reviews.

Every search engine results page prominently 
features reviews and ratings from a multitude of online 
platforms. You know that. You see it every day.

But, the big (and under-appreciated) move is that 
Google now displays first-party reviews in web 
pages’ organic search results. First-party reviews 

SEE MORE STARS WITH  
FIRST-PARTY REVIEWS 
Another benefit from soliciting and publishing reviews 
on your own website is that you may see more stars. 
Upon rolling out Yext Reviews on its site, Denny’s 
saw a nearly full star increase in its local restaurant 
ratings over those they saw on third-party review 
sites. Why? A passive approach to reviews tends to 
over-index negative reviewers and under-index loyal 
customers. Accordingly, if you want to #FireUpYourFans 
and increase your search visibility, you need an 
active review generation strategy — and fast!

are those that you solicit and publish on your own 
website and app. Not only do these reviews impact 
organic search experience, but their stars will often 
also appear in your Google Knowledge Card.

The Everywhere Brand understands that first-
party reviews translate into greater visibility, so it 
actively solicits honest reviews from customers. 
It also doesn’t shy away from negative reviews — 
be they actively or passively generated. Instead, 
The Everywhere Brand listens and improves the 
experience it provides based on valid feedback. It’s 
not always easy, but sometimes, the worst reviews 
yield the best ideas to improve your business.   

RESPONSIVE

http://offers.yext.com/reviews-wp-4
http://offers.yext.com/reviews-wp-4
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Everywhere Brands are innovative, and 
innovation stems from a true passion for what 
you do and the customers you serve.  

Everywhere Brand marketers may not know precisely 
what the future holds, but you can bet they are not 
sitting idly by with a “wait and see” attitude. They 
are reading up on Artificial Intelligence (AI), machine 
learning, and digital assistants. They are surveying 
customers about their changing information and 
media consumption habits. They are buying new 
toys like Amazon’s new camera accessory, the 
Amazon Echo Look, to determine what opportunities 
and threats they might pose for their brand.

Innovation requires a combination of questions, 
inspiration, and action. And yes, occasionally this 
combination ends in what others may call failure. 
But The Everywhere Brand continues to look to the 
future, evolve with new technologies, and implement 
cutting-edge strategies, knowing full well that any 
“failures” along the way ultimately lead to better 
customer service and a better company overall.

WITHOUT RISK,  
THERE IS NO INNOVATION. 
Innovators are risk takers. Failure is always 
a possibility. However, as Sir Richard 
Branson so eloquently stated, “Every game-
changer fails at some point. The reason they 
eventually succeed is because they don’t 
let their failings deter them.” ‘Nuff said.  

INNOVATIVE
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The only way to ensure that your Everywhere Brand 
assets are accurate and compelling everywhere is 
to know how to keep that data correct. You need a 
direct connection to all of the different places that 
data appears. You can’t just phone up Apple to make 
sure they have your stuff right in Apple Maps, Safari 
Search, and Siri. And even if you could, you’d be making 
hundreds of calls for every routine tweak — one call for 
each of the myriad places your brand assets exist online.

You need a single source that already has the 
connections. You already have this in the real world 
— we all do. We all “know a guy” who can get stuff 
done. (Not in a Godfather sense, but more in a “Hey, 
do you know a good mechanic?” kind of way).

Yext is “that guy” for The Everywhere Brand. The 
Yext Knowledge Engine provides a single system 
of record that keeps all of your digital knowledge 
compelling and correct, everywhere. It’s the source 
of truth for the facts about your company’s people, 
products, and locations that you want available to 
customers across the online universe. In fact, Yext’s 
PowerListings® Network includes over 100 of the 
intelligent services that consumers use most today.

ARE YOU READY TO BECOME  
THE EVERYWHERE BRAND?  

With Yext, you can manage all of the digital knowledge 
about your people, products, locations — and more. 
This goes far beyond each location’s name, address, 
phone number, and hours of operation. We also 
enable you to go deeper, highlighting the details 
and attributes unique to your industry. Healthcare 
providers are able to feature information about their 
physicians, hotels can state whether or not they’re 
pet-friendly, and restaurants can update their menu 
items in real time. Your data will only become more 
granular as consumer expectations increase, and 
with Yext, you’ll exceed those expectations. 

Yext’s connections with just about the entirety of 
The Everywhere Brand universe mean that you 
can “publish once, update everywhere,” saving you 
time and driving more business to your doorstep.

So what are you waiting for? There’s no time like 
the present to become The Everywhere Brand.
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ONE ENGINE TO RULE THEM ALL 
The Yext Knowledge Engine integrates with your website, app, and any internal systems that operate on 
digital knowledge. Point-of-sale platforms, customer service routing systems, and more all stand to become 
more efficient and more accurate. With Yext as your single source of truth for digital knowledge, you’ll facilitate 
face-to-face and digital interactions that boost brand awareness, drive foot traffic, and increase sales.

Request your demo of the Yext Knowledge Engine today at yext.com/demo.

http://yext.com/demo
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