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Storage Essentials Manual
Back to Basics – Industry Fundamentals

Sometimes we can get so deep into the details of running a business that we
forget the basics of what we’re doing and the saying, “Keep it simple, stupid,”
can be a way of getting back to the core of why we do what we do and what
makes us successful. In this series of articles, we spoke with several industry
professionals to determine industry essentials in different areas.
• Best Practices – Advice from Third-Party Management Companies
• Marketing – Getting it Right, from SEO, Technology to LED Lighting
• Training – Tailoring to Your Facility
• Pricing – Finding and Setting Value
• Automation – Why You Should Consider Automating Your Facility

31

How well do you know the TSSA Lease? In “Lease Essentials—The Great
Benefits Provided by the TSSA Rental Agreement” Heyer explains the
importance of each of the lease paragraphs. Heyer also provides advice on
avoiding common self-storage mistakes.
by Connie Heyer
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PRESIDENT’S MESSAGE

Getting Back to the Basics

April Young
Chris
Martin

S

ummertime in Texas is here and
the mercury is rising. With that,
the temperature gauge in the selfstorage industry has peaked to
the top of the thermometer. The topic
for this issue of Self-Storage News
is “Back to the Basics” and its timing
couldn’t be better.
The velocity of development is losing momentum, though some operators are staying cautiously optimistic
about the influx of people flocking to
Texas. With the new environment of
saturation in many markets, focusing
on business operations has never been
more important. Revenue management techniques that were aggressive
in the past few years may now deserve
a more conservative approach. I hear
from many operators that the intervals
between their rent increases are being
stretched out further and most of the
new development projects are not hitting their pro formas. Remember that
more highly-sophisticated operators
are entering the industry. Daily dynamic
pricing and web rate scraping are being practiced by top operators, which
leaves you to ask the question: “How
often am I adjusting my rates to stay
relevant and competitive?”
With the prospect of your market
becoming flat, going back to the basics
of operations should be a priority, as
self-storage management isn’t so cut
and dried anymore. Knowing your
customers well is extremely important,
and being cognizant to care for your
long-term tenants should be a priority.
Check out the articles in the “Storage
4

Essentials Manual” section in this issue
(page 17) for a wealth of knowledge.
Thank you to all the contributors for
sharing your expertise!
If you are currently dealing with a
lease-up property in your portfolio,
having a strategy for concessions and
promotions is key. Attempting to bring
rates back up to street after significant discounting without a plan can
hemorrhage your bottom line for years
to come. For those members who are
facing a new project in their immediate
trade area, now is the time for capital
improvements and maximizing occupancy and revenue before the new
facility opens its doors. The probability
of them having a nicer, more modern
facility is high, so being proactive before they open would serve you well.
Consider jumping off the distribution
train every other month and reinvest in
your property. Hopefully, this will yield
a higher profit down the road.
The election of new board members
will have taken place by the time you
receive this publication. In addition to
board members, we are always eager
to talk to potential volunteers for committees and task forces. Please let your
TSSA staff or me know if giving back is
something that interests you.
With regard to the digital version of
the TSSA lease, we are beginning to
beta test with several different software
platforms and hope to release it in the
coming weeks. We know that several of

you are anxiously awaiting its arrival, and
it’s a huge priority to bring this to fruition.
Kudos to the TSSA staff for the countless hours they are putting in on this
important component of our business.
Since our visit to the Shriners
Hospitals for Children—Galveston
in January, we have been looking at
some easy ways for members to get
involved with our association’s charitable efforts. The board of directors has
developed a relationship with Charity
Storage, a non-profit entity founded
by veteran storage professionals
that provides an opportunity for the
self-storage industry to contribute to
charities. They do so by harnessing
the auctions already taking place at
storage facilities every day. I highly
encourage you to check out their
platform, and consider joining with the
intent of contributing to TSSA’s charity
of choice, the Shriners Hospitals for
Children—Galveston.
I wish you all a fantastic summer,
and remember that the TSSA staff
and board of directors can be reached
any time, as our mission is to help you
succeed.
All the Best,
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ASSOCIATION NEWS

Executive Retreat Is Not Just Education—It's Fun and Friends

T

his year’s Executive Retreat, held
at the luxurious Hyatt Regency
Hill Country Resort in San Antonio, welcomed more than 100
self-storage leaders. With keynote
speaker Kenneth Woolley, founder and
chairman of Extra Space Storage, at
the helm, attendees took a deep dive
into the current state of and future
projections for the industry.
Between attending powerful sessions, with topics that included data
analysis and raising private capital,
executives made key connections,
networked with top-level professionals and learned about the newest and
greatest industry offerings from our
event sponsors.
It wasn’t all work during this twoday event; guests relaxed during the
breaks and opening night reception.
On the first night, between noshing on
upscale Mexican cuisine and sipping
freshly-shaken margaritas and other
drinks of choice, event-goers gathered
around the golf green for some fun,
choosing a putting, marshmallow drive
or “chuck-a-club” contest.
Thank you to all our event sponsors: Bader Company, Bellomy &
Co., Capco Steel, Chateau, Energy
Roofing Solutions, Janus International,
Keepster Pro Protection, Noah’s
Ark Development, On the Move, PTI
Security Systems, SBS Construction,
SiteLink, Storageauctions.com and
TRUEGRID.

1. TSSA Past Presidents (from left): Amy Nolan, The Storage
Place; Robert Loeb, SurePoint Self Storage; Clint Wynn, Hixon
Properties Inc.; Chris Martin, Ideal Self Storage; Mark Skeans,
Mission Road Mini-Storage; Doug Hunt, Owners Management
Company, Inc.; Mike Gately, Trusted Self Storage Professionals. 2.
Richard Witka, Bader Company; Nathan Bennett, Crow Holdings;
Dale Payne, Life Storage. 3. Attendees gather for the putting
contest. 4. Golf contest winners receive prizes, courtesy of Energy
Roofing Solutions. Gordon Swanson, Aaron’s Self Storage; Ernest
Arnesen, Energy Roofing Solutions; Jim Comeaux, Volonet;
Gianni Marcantonio, Energy Roofing Solutions; Polk Kellam,
Baranof Holdings.
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GARLAND
53,105 NRSF

BEAUMONT
82,575 NRSF

RICHMOND
75,700 NRSF

AUSTIN
20,660 NRSF

FORT WORTH MSA
21,000 NRSF

HARLINGEN MSA
51,840 NRSF

FORT WORTH MSA
43,600 NRSF

HOUSTON MSA
102,428 NRSF

BILL BELLOMY

MICHAEL JOHNSON

832.623.1690

713.775.6478
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self-storage • investment sales • financing solutions

PREPARING FOR THE FUTURE...

LEARNING FROM THE PAST

You own it.
They damage it.

Keepster Pro™
Protects it
24 hours a day.

Patent Number 1018-4273

KEEPSTERPRO.COM

ROI: Immediate.
keepsterpro.com
(951) 206-4831

LET'S BE SOCIAL
Tag TSSA in your social media posts for the possibility to be featured.
Enjoy some of our favorite recent posts.

TEA TIME

Members of our A-Team had the
most Amazing time at the Tea
on the Lawn fundraiser for New
Danville! A huge thank you to Two
Men and a Truck for inviting us to
this truly remarkable event!
@AmazingSpaces #charity
#givingback #partners
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@TSSATweets

@txssa

IN THE ZONE

END OF THE RAINBOW

Storage for everything at the end
of the rainbow.
@unlimitedselfstorage
#rainbow #storage

What is one of the first
Opportunity Zone investments
in the U.S.? A $16 million selfstorage facility, to be built in
San Antonio, Texas.
@txssa #selfstorage
#opportunityzone
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MEMBERS IN THE NEWS
Alberto Bernardoni Joins RPM Storage Management, LLC
RPM Storage Management, LLC of
New Braunfels announced the addition of a new District Manager, Alberto Bernardoni, of Houston in May.
Bernardoni has more than 18 years
of international business development experience in the petrochemical
industry and has been a self-storage
owner since 2014. Bernardoni has
expertise in acquisition, negotiations,
property analysis, and writing and
executing business plans.
He will oversee operations of all
Houston area and Bryan/College Station properties in the RPM portfolio.

RPM owner
Monty Rainey
says, “I’ve
known Alberto
for several
years now and
really appreciate his professionalism and
demeanor. At
RPM, we focus on owner return on
investment, attention to detail and
servant leadership, and Alberto fits
perfectly into our culture. Alberto is a
welcome addition to the RPM family.”

Argyle Rolls Out Red Carpet to Yellow Door Storage
In May, Denton-based NorthBridge
Investments, a development group
focused on office, industrial and selfstorage businesses, announced the
opening of a new facility in Argyle.
Yellow Door Storage is an 890-unit
storage facility, which opened one
year after breaking ground. The
77,000-square-foot facility has a
three-story climate-controlled building
and eight traditional drive-up storage
buildings in the rear.
NorthBridge reports that it chose

this location in Argyle because it is
close to several large housing developments and I-35W.

Capco Announces the Addition of Two New Team Members
Capco announces two new additions
to the team, Darrin Clay and Jennifer
Danuff, as of May.
With more than 30 years of experience in the industry, Clay oversaw
the completion of numerous complex
projects playing an integral role in
ensuring quality, safety and proper
management of each project. His expertise with project management and
experience with large civil construction companies paved the way for his
new role as project manager.
Danuff, Capco’s new marketing manager, has a background in
marketing and digital design. Her role
will support developing client rela-
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tions through increasing exposure of
Capco’s brand and service.
“We appreciate each of our
customers and are excited to see
these additions help us to continue
to provide the exemplary service our
customers deserve,” says Nicholas
Bergmann, vice president of Capco.

FineView Marketing
Welcomes New Client
Marketing Team Members

Deborah Booker and Leslie Bradshaw
joined FineView Marketing’s client marketing team in May. Booker has experience in real estate investment properties, historical property revitalization
and property management. Bradshaw’s
expertise is in residential real estate,
marketing and account management.
They will be responsible for proactively leading day-to-day marketing
activities and ongoing management of
client accounts, as well as developing
customized marketing plans for client
companies to drive growth and build
relationships.
“I am thrilled to welcome Deborah
and Leslie to the marketing team,” says
Christina Alvino, FineView Marketing
Founder and CEO. “Their related experience in real estate, marketing, and
account management will blend seamlessly with our customer-first approach
to provide our clients with FineView’s
highly successful marketing strategies.
As we continue to evolve, offering new
services and technologies to our valued
customers, we will diligently pursue
our mission of providing independently
owned self-storage operators with
personalized marketing strategies that
clarify and elevate their brands.”

More MEMBERS IN THE NEWS
on page 13
Do you have member news to share with
TSSA members? Please email your news
release to magazine@txssa.org.
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MEMBERS IN THE NEWS
The Jenkins Organization Hires Jon Nordan as New Chief Financial Officer
The Jenkins Organization announces
the hiring of Chief Financial Officer Jon
Nordan as of April.
Nordan, who is a certified public
accountant, comes with more than 25
years of experience in many financerelated roles. He has held leadership
roles with a Fortune 250 company,
managed his own start-up construction

firm, and most recently served as the
CFO of a mid-sized industrial services
firm. At TJO, Nordan will partner with
the President and COO to develop and
execute on its strategy of growth and
profitability to maintain its position as a
leading organization in the industry.
“We are very excited that Jon is
joining our team,” said Ricky Jenkins.

“His past
experience
and expertise will help
us tremendously as
we continue
to grow as a
company.”

NEW DEVELOPMENTS, ACQUISITIONS & EXPANSIONS

STORAGE AUTHORITY opened a
newly constructed location in Houston. This facility features both climate
and non-climate-controlled units in
10 different sizes. The units are driveup, have 24-hour service, include onsite rentals and a payment kiosk, and
are protected by an extensive video
surveillance system. In addition, the
facility offers its customers locks,
boxes and packing supplies as well
as a mobile app that allows for entry
and exit from the facility. Phase two
of this project begins this fall.
BIG RED BARN SELF STORAGE
in Belton was sold in an off-market
transaction to Iron Guard Storage.
The facility comprises 108,000
square feet in 761 units. The seller
was represented in the transaction, which was announced in April,
by Richard Minker, senior vice
president, and Chad Snyder, senior
associate, with Colliers International,
an Argus broker affiliate.
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BELLOMY & CO. announced the
sale of Scotsman Self Storage in
Huntsville in May. The facility is 70
miles north of downtown Houston, off
I-45. The property comprises 44,500
NRSF in 495 climate-controlled and
drive-up units. The facility is located
on three separate parcels totaling
4.86 acres. The third parcel has
ample expansion room for additional
storage units or land for outdoor
parking. Bill Bellomy and Michael
Johnson of Bellomy & Co. represented the Huntsville seller and the
College Station buyer.
THE JENKINS ORGANIZATION
announced new stores in Austin and
Houston.
The new state-of-the-art facility
in Austin, named Bergstrom Storage, will consist of 238,000 square
feet with 1,090 units. The facility will
provide climate and non-climate-controlled storage, boat and RV storage,
gated security entry, electronic security monitoring throughout and an
onsite manager. Bergstrom Storage
is scheduled to open in March 2020.

This development is a part of
The Jenkins Organization’s continual
growth in the Austin MSA for 2019,
consisting of five new development
projects and expansions of two
existing properties.
In May, The Jenkins Organization
opened a new facility in Houston,
which is a 110,000-square-foot
property that consists of 850 climate- and non-climate-controlled
units.
MARCUS & MILLICHAP arranged the sale of Storage Place, a
131,003-net-rentable-square-foot
facility in Katy. The brokerage team
worked on behalf of the seller, a
Houston-area partnership, and
made the announcement of its sale
in May. The facility is situated on
East 5th Street, with frontage on
Katyland Drive.
Constructed in five phases between 1984 and 2005, the 19-building storage facility occupies 8.6
acres and comprises a total of 529
units out of which 137 are climateand 363 non-climate-controlled.
Characteristics of the asset also
include 25 covered and four outside
parking spaces with additional room
for expansion.

continued on page 15
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MEMBERS IN THE NEWS
NEW DEVELOPMENTS, ACQUISITIONS & EXPANSIONS
and the number of combined nonclimate-controlled units is 425.

LINSALATA REALTY SERVICES
brokers two San Antonio self-storage
facilities. Joe Linsalata, a real estate
professional who specializes in the
brokerage of self-storage facilities,
represented the seller on the sale of
San Pedro Self Storage and Vance
Jackson Self Storage. The properties
were sold to the Wentworth Property
Company and closed on April 11,
2019. The combined gross building
area for both properties is 56,100,

LONGHORN SELF STORAGE
in Rowlett was sold to a national
self-storage owner and management company. The Grisham Drive
property comprises 49,000 rentable
square feet in 345 units.

MARCUS & MILLICHAP represented the sale of Mini-West Storage,
located on North 45th Street in Cor-

KurtHudspeth-SelfStorage-HalfPage-BleedPrint.pdf

1

2/3/19

sicana. The 81,050-square-foot facility was purchased by an unnamed
Colorado-based storage operator
seeking properties in secondary
Texas markets. Under their guidance,
the facility entered into escrow just
35 days after going on the market.
BELLOMY & CO. announced the
sale of Richwood Self Storage in
Richwood. The property sits on
5.4 acres and has 74,825 NRSF of
climate and non-climate controlled
space. Bill Bellomy and Michael
Johnson of Bellomy & Co. represented the New York City-based seller
and the buyer, Merit Hill Capital LP.
Do you have news to share with
TSSA members? Please email your
news release to magazine@txssa.org.
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Storage Essentials Manual
Back to Basics — Industry Fundamentals
by Jennifer Jones, Managing Editor of Self-Storage News

O

wning and operating a
facility is an enormous
responsibility. Some of our
members have one facility
with a few units while others own
multiple facilities in many states. While
the needs differ from facility to facility,
there are core business practices that
make sense for all. Getting back to
the basics of what makes the selfstorage industry great is a good
way to ensure the core focus of the
business is still being realized.
For this series, we spoke with several members in third-party management positions who have a wide variety
of experience. Together, they have 88
years of experience in the industry,
have managed more than 550 facilities
and worked with around 400 owners. All of those owners had different
measures of success and goals for
their facilities, with some in lease-up
and others well established. Within the
Storage Essentials Manual, you'll find
numerous ideas and best practices
that can be used whether you have one
small facility or multiple large ones.
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Best Practices

T

here are so many things to
consider when running your
facility. If you’re in a major
urban area like Dallas/Fort
Worth, Austin, San Antonio or Houston, you’re probably seeing a lot of
competition. What used to work may
not anymore. Many of you are facing
competition from the REITs, which
report they are increasing their marketing budgets around an average of 25
percent.
So how can you set your facility
apart? Do you spend money to make
money? Do you increase your marketing budget, or make capital improvements? Knowing the right way to move
forward and where to invest your time,
money and energy is key to competing
in an overbuilt market.
We asked several third-party management companies to share their best
practices and advice.
“On one hand, this business is
incredibly straightforward: rent units,
make money (lots of it at that),” laughs
Sarah Cole with Oakcrest Management. “On the other hand, if you invest
18

the time, training and money to ensure
that you and your staff are properly
trained and have the needed tools to
be successful, the investment pays for
itself many times over and allows you
to sleep better at night.”
“We recommend setting a clearly
defined standard or procedure for
maintenance, operations, leases,
etc.,” says Katie Cowen with Move It
Storage. “If you have a clearly-defined
process to guide your staff, you’ve set
a standard that they know they have to
adhere to.
“You need to stay on top of things
much more than you did in the past
because it’s much easier for tenants
to find storage now than it ever has
been before. I saw a statistic this week
that there are more storage facilities in
the U.S. than there are Starbucks and
McDonald’s combined. I have no idea if
that’s actually accurate, since you can’t
trust Internet memes for news, but I
wouldn’t be surprised if it is.
“Competition is fierce now, and you
can’t get by with ‘good enough’ anymore. You have to be great to succeed

“If you have a
clearly defined
process to guide
your staff, you’ve
set a standard that
they know they
have to adhere to.”
in the overbuilt market that we’re currently in, and this can mean needing to
make significant physical improvements
to your location if you want to keep up.
“Another factor now is the cost
of hiring good help is getting steeper
every day. The strong economy is creating a scarcity of entry-level workers
and the days of a $9- or $10- per-hour
property manager seem to be well behind us. We’re seeing major metro area
salaries in the $13-16 hourly wage level
lately, with or without an apartment
onsite to offer.”
“Agility is key,” says Monty Rainey
of RPM Storage Management. “People
tend to think of self storage as a static
industry, but you really need to be
ready to change tactics at a moment’s
notice. What worked a month ago may
not work today and what works at
one facility may not work in a different
demographic.”
Some additional tips:
Self-Storage News July/August 2019 txssa.org

INVENTORY

Keep a rolling inventory of clean units,
preferably two of each size, so you
have ready-to-show units of every size
in which you have a vacancy. Highlight
the units on your vacancy report so all
employees can easily reference available units.

MAINTENANCE

The most important maintenance tip is
setting a schedule and adhering to it.
• Clean air filters on HVAC units every
30 to 60 days, depending on time
of year.
• Set your HVAC thermostats to cool
to 80 degrees and heat to 50 degrees. The objective is to keep the
temperature in the range to protect
stored contents, but not the same
range you would keep an apartment
or office. This saves energy and
money.
• Keep the unit door tracks (and any
exposed springs) lubricated to make
the doors easy to open and prevent
broken springs.
• Change the rubber gasket at the
bottom of the door when it gets
brittle to allow it to seal out dust.
• Keep the hall floors dry mopped
weekly and wet-polished as needed
to keep the halls bright and shiny.
• Perform daily walk-arounds/lock
checks for security and to be visible
to customers. A "nice but nosy"
manager can help prevent problems
before they happen and should
always work to establish good rapport with customers.
• Keep up your property’s curb
appeal. If kept clean and wellmanicured with professional, friendly
signage, it can help generate leases
from drive-by traffic.
• Consider using a support ticket
system if you have several facilities
or a large facility. This allows your
maintenance professional to know
what tools might be needed before
heading to the store. It also allows
tracking of high-priority items.
• Keep the office area and the approach to the office looking fresh
and clean. Often, owners who have
had a facility for years let it look less
than its best. Look at your facility
with a fresh set of eyes.
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• Keep signage as friendly as possible. Don't go overboard on rules
signs.

CUSTOMER SERVICE

• Treat others the way you want to be
treated.
• Respect everyone; it goes a long
way. Read this month’s “My Perspective” (page 52) to see how
Darrel Johnson, CEO & President of
Attic Corp and Affordable Attic Self
Storage, treats his employees and
customers.
• Use scripts to develop managers’
communications skills.
• Prepare a general escalation or upset customer document for dealing
with difficult customers later in the
customer lifecycle.
• Role-play difficult situations with
managers to teach them the best
responses, practices and reactions.

LEASE

• Use a standard lease, standard
addendums, and a scripted lease
explanation. It is helpful in getting
customers to understand and adhere to their lease agreements.
• Perform regular lease audits to
ensure that you have 100-percent
lease compliance at your facility.

OPERATIONS

• Have a clearly-defined operations
manual—it is essential. If you don’t
have one, TSSA has a very good
basic operations manual that can
be purchased. With minimal effort,
you can make additions/revisions to
make it your own.
• Perform a very comprehensive audit
every month that includes property
inspection, inventory, lease reviews,
auction file reviews and a review of
the financials.
• Have managers shop competitors
by actually driving by the facilities to
see what is new/different.
• Have a third party conduct telephone and in-person shopping
to see how your facility is being
represented.
• Focus on rental rates just as much
as occupancy—both are important.
• Take time to have meaningful,
unrushed conversations with your
managers to let them know how

much they are appreciated. A good
manager makes a huge difference.

MARKETING

Marketing is really about staying on top
of things and finding what works for
your property.
“Marketing self storage is inherently different than most businesses,”
says Rainey. “You’re not going to have
much luck convincing someone who
doesn’t need one to rent a storage
unit. The key to marketing a facility is
to put your name in front of that potential customer so that in six months,
when the decision is made to clean
out the garage, your storage business
is the one they automatically think of.
They’ve already been to your property
when you had that event (car wash,
garage sale, food drive, etc.) and already know your facility is well-run and
maintained.”
Ultimately, as Tron Jordheim with
Store Here Management says, “Every
market is a bit different, and every
facility has its own characteristics and
quirks. There is a ‘right mix’ of people
and technology for each site. The trick
is to find the right mix for your particular needs.“
Processes are very important. If
you have solid processes that are well
suited to a particular site, and you
follow those processes, things will run
more smoothly and be easier to track
and audit.
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Marketing

Getting it Right, from SEO,
Technology to LED Lighting

O

ne of the key things that
helps people find you when
they need you is marketing.
There’s digital marketing, social media marketing, grassroots marketing and traditional marketing. The
REITs are increasing their digital marketing budget by around 25 percent
this year to dominate online searches.
So how on earth can you compete with
their scale and budget?
SEO (search engine optimization)
is incredibly important when someone
Googles a term like “self storage near
me” and gets a search return with ads
(at the top of the page), location results
with maps (next) and organic search
returns. Improving SEO is a long-term
strategy; gains do not happen overnight and it takes consistent effort.
However, if you do it correctly, you can
make significant gains in moving your
facility to first page results instead of
being hidden on the third or 10th page
in a digital ghostland. As an example,
Tiger Self Storage in Porter, Texas
moved up to the No. 3 and No. 4
spots on page one from page two on
Google for two top search terms using
a combination of SEO and PPC, so it
can be done with the right strategy and
tactics depending on your market. This
was accomplished by a new faster
website that was optimized for SEO,
relevant and optimized content and
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MARKETING PLAN

backlinks in a few short months.
PPC (pay-per-click) is a form of
internet marketing, the most common
of which is search engine advertising, which you may have heard of
as Google AdWords. For example,
if someone types in “storage facility
near me” and you bid on that keyword, then your ad may show up on
their Google search. It’s referred to
as “pay-per-click” because each time
someone clicks on that ad, you are
charged a fee (the amount depends
on how competitive that search term is
and how relevant and targeted your ad
campaign is). Ads chosen by Google
are chosen based on the amount of
the keyword bid and the advertiser's
quality score which is determined by
how relevant your site is to the search
term, your click-through rate and the
quality of your landing pages. When
you are working on SEO, which is a
slow process, PPC is a great way to
get quicker results. In effect, you are
buying visibility.
Gately says, “Every facility has a
website, hosted by a third-party website marketing company. We believe
SEO is very important. We evaluate
results monthly and track the number
of website visits and eventual leases
we get to determine the return on our
investment.
“We use tracker numbers on our

website and for most
advertising to be able to
identify the number of
calls from any source.
The tracker number forwards the caller to your
facility, keeping track of
each call.
“We use PPC for most
properties, especially new
facilities in lease-up. We
adjust the PPC depending
on results and the recommendations of our website
provider.
“For new facilities, we
invest in prominent LED
signs with the capability
of changing messages/
graphics. For all facilities,
we invest in the largest
signage allowed by local
code, including banners
to promote specials. We schedule
our managers to do off-site marketing
about two hours per week, targeting
area apartment managers, retirement
communities, competitors (to promote cross referrals) and major area
employers.
“In late spring or early summer,
we will send out a postcard mailer for
properties in lease-up. Most of our
marketing is year-round to keep consistency.”
Rainey says, “Keep it local and
know who your customer is. Ninety
percent of your customer base either
lives or works within a 3-mile radius.
Don’t waste time and money marketing
to people who live far outside that radius. Limit your promotional giveaways
to items people will use over and over
and not end up in a junk drawer somewhere, never to be seen again.” This
would include items like stainless steel
water bottles, magnetic grocery list
pads, letter openers and staple removers, and of course the standard items,
such as ink pens and keychains.
Cowen says, “We focus a lot of
effort online, but we focus just as
much effort on the facility itself. All of
the online marketing in the world won’t
help a run-down or trashy-looking facility succeed. We consider maintaining
the curb appeal of our facilities as a
key item in our marketing program. DeSelf-Storage News July/August 2019 txssa.org

pending on the area, we may also do
local marketing in the form of print ads,
billboards or local sponsorships.”
Cole says, “You can’t just pick
one marketing avenue, you need to
do a little of everything to stay visible.
We aren't an industry that people are
shopping for daily, like a restaurant or
grocery store. However, if you keep a
visible presence in your community,
when they need storage, they'll re-

member you and come to your facility.
“Therefore, we do online (Craigslist,
Facebook, Twitter, Instagram and
Google +), grassroots (flyers, tote
bags, mugs, pens) and take them
to different businesses, and we host
charity events (pet adoptions, car
washes, BBQs).”
At the end of the day, you have to
know what you want to accomplish
with your marketing. Tie your marketing

training

Tailoring to Your Facility

W

hen you consider what a
manager can and can’t
do for your business, you
realize how important training and hiring really are. A manager is
part of your brand—the personality of
your facility, the person who makes sure
things are working properly. Depending
on the size of your facility, they can wear
many hats from marketing and maintenance to operations and revenue.
Trusted Self Storage Professionals
has new assistant managers work with
an experienced manager for two to
three weeks before being scheduled to
work alone. New managers work with
an experienced manager for several
txssa.org July/August 2019 Self-Storage News

with your overall business objectives
and set realistic goals to be successful.
Digital marketing with retargeting ads,
website analytics and more can help
lead people down a buyer’s journey to
your facility.
One of the keys with any marketing strategy is knowing your audience
(potential customer pool) and developing a marketing strategy that is targeted
to them.

A manager is part of your brand—
the personality of your facility, the
person who makes sure things are
working properly.

weeks before
being assigned
their property. “We have one site that
does most of our training, which makes
for consistency,” says Gately. The
manager doing the training is a strong
manager who likes training others and
uses a written checklist of all tasks to
be trained that must be completed and
sent to the property supervisor. Good
training is critical to achieving operational excellence and to have confident,
competent employees.”
“Move It is larger than some of the
other operators, so we’ve used our
benefit of scale to set up an online learning management system (LMS),” says
Cowen. “Our managers get a combination of live, one-on-one training, training
via review of an operations manual, and
training via modules in the LMS. The
LMS modules can include written lessons with a test afterward, video lessons
with a test afterward, or a combination
of both items. We also utilize training
resources and certification from our software provider (SiteLink) and our ancillary
truck rental services (U-Haul/Penske).”
Cole says that at Oakcrest Management, each new manager gets
one week of training with a seasoned
manager, two days of customer service
phone skill training and one week in
their store with a seasoned manager/
supervisor. “By the third week, they
should be able to handle day-to-day
functions on their own. On lien process
days (NOC, cut lock, etc.), a supervisor

will be with them to make sure notices
are done properly and the new manger is learning how to do them properly. Oakcrest Management also has
quarterly training webinars on various
topics, such as collections, closing the
sale and auction process.”
So, what do you do if you don’t
have multiple facilities or don’t want to
hire third-party management? You can
write your own training manual. Each
day you are performing a task, write
down your thoughts and start creating checklists. Implement some of the
tactics used above at your facility. You
may only hire a new manager once in
a blue moon or you may have higher
turnover. Creating a training manual,
although a time-consuming process,
can ultimately save time when you hire
a new manager.
Creating checklists for leasing,
maintenance (as well as schedules),
operations, procedures, new hire orientation, marketing and more will ensure
your new manager is aware of your
systems and expectations.
At RPM, training never ends. They
have a designated trainer who gives
personal, interactive training following a
two-week program. At each subsequent
store visit by a district manager, time
is set aside for ongoing training for the
entire staff. RPM also provides employees with paid tuition for online business
management related courses.
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Pricing

Finding and Setting Value

W

hile pricing is certainly
covered in other articles,
it’s a big topic. So we
want to call special attention to it. Be sure to look at the other
articles for revenue management and
how to use software to improve your
rates.
Many things should be considered
when determining unit rates. “Price
should be based on a combination of
market rates, quality of the facility and
amenities offered,” says Cowen. “Price
alone is no way to judge a storage unit
because a 10’ x 10’ climate-controlled
unit on the fourth floor with no elevator
access has a completely different value
than the same unit on the first floor
right next to an entrance door.”
Cole says, “We base it off of availability and competitor pricing by size.
If we are below 70 percent occupied
on a size, then we may price it a little
22

under a competitor, but if we are 100
percent occupied on a size, we may
price it above other competitors.”
Gately concurs, “We have found
on existing facilities with stabilized occupancy, the most important factor in
pricing is your property's occupancy
on each unit type. We keep pushing
rates higher on any unit type that has
an occupancy of 90 percent or better.
Even if a competitor is $20 cheaper
on the same size unit, we will keep
inching our rate higher, so long as our
occupancy on that size is holding 90
percent or better.
“We also use premium location
pricing on certain units. For example,
say $10 higher on first floor than upper floors or $5 higher to be near the
elevator.
“Manager training on setting rates is
very important. A well-trained manager
understands that most prospects are

“Manager training
on pricing is very
important. A welltrained manager
understands that
most prospects
are looking for
overall value (not
just low price),
so the manager
emphasizes the
benefits when
talking prices.”
looking for overall value (not just low
price), so the manager emphasizes the
benefits when talking prices.”
“Don’t use a broad scope for pricing,” says Rainey. “When a store is
struggling with occupancy, you may
have a tendency to lower prices. While
this may be needed for some unit
types, you may have other types that
are more than 90 percent occupied
and those rates may even need to be
increased. Each unit size and type is
its own product and should be based
on supply and demand, not on overall
store occupancy.”
continued on page 24
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TSSA is working with

Charity Storage

to bring members a
simple way to support

Shriners Hospitals for
Children—Galveston.

It is a win-win for you, your
customers & the community:
Donate unwanted items and
raise money for Shriners!

1

Sign up at
charitystorage.org & choose
Shriners Hospitals for Children—
Galveston as your charity of
choice

2

BONUS:

A program like
this could bring in new
customers & raise public
awareness of your
facility.

Designate a charity
donation collection unit at your
facility

3

Collect items from
tenants & community

4

Auction Unit

5

www.txssa.org

Charity Storage sends proceeds
to charitable organization

automation
Why You Should Consider
Automating at Your Facility

U

nderstanding what technology can do for you and your
facility can make a difference in your bottom line,
bring you money that may be left on
the table and streamline your operations. If you’re still using spreadsheets,
they may work for you to some degree,
but automating and updating your
processes will allow you to have a
better idea of where things stand with
your facility on a daily basis and free
up time to devote to other functions.
The difference is like trying to light a fire
by rubbing two sticks together versus
using a match. Both get the job done,
but one is much more efficient.
“I am a strong believer that automation makes for efficiency,” says Cowen.
“Your benefit in automating everything
that you can is that you know it gets
done, and it frees up your manager’s
time so they can focus on serving their
customers and renting units.”
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COMMUNICATION

“We automate functions having to
do with tenant communication and revenue management,” says Gately. “We
use a texting service to remind delinquent tenants about payments, which
has been very successful. It saves the
manager time and the tenants appreciate its convenience. We make sure
our managers use it as a reminder for
tenants, but not as a substitute for the
manager making phone calls or sending emails on the more serious delinquent situations.
“We also use automated tenant
surveys that can be scheduled to go
out within a few days of move-in or
move out, which are emailed to the
tenant and can be sent to the manager
or to the corporate office. We keep the
surveys short and easy to complete
and use the information to make sure
we are creating a positive customer
experience.”

“Our management software automates the delinquency process, late
fees and automatic lien letters that are
generated and emailed,” adds Cole.
“All new move-ins receive an automated email welcoming them as customers, and inviting them to take a survey.”
“We automate our collection calls,”
says Cowen. “Robo-type calls are
used as our first call to alert tenants
that units are past due. These aren’t
the only calls made, but a good portion
of past due tenants pay after the robo
call but before our managers make
their ‘live calls.’
“We have an integrated SMS [text]
program that is scheduled to send
tenant messages for certain events on
pre-defined dates. These can include
past-due notices, or notices that
something is happening at the location.
This has been especially helpful during
weather-related closure events to keep
our tenants updated with issues on
the property. These aren’t completely
Self-Storage News July/August 2019 txssa.org

automated due to a software limitation
in SiteLink, so someone has to actually
hit ‘process’ to send out the notices,
but once that’s done, the system generates a text to every tenant who is set
to receive that particular message.
“Nothing zaps a manager’s will to
live like stuffing hundreds of envelopes with letters. We use an automated mailing service that’s integrated with our software to process paper
notices to our tenants. This is also
an option for sending auction notices
without having to go to the post office, which saves a ton of time for our
managers.”
Reviews can help a facility’s
reputation drastically by showing your
potential customers that your current
customers love you. Cole says, “Use
Google Review QR codes to allow tenants to leave reviews while at the store.
We created a QR code that will take
tenants directly to our Google Review
page for each location. When the
customer is at the store renting a unit
or truck, or making a payment, we ask
them to scan the code and leave us a
review. Because we made it so simple,
our number of reviews have gone up
quite a bit.”

LEADS

There’s also something to be said
for instant communication and striking while the iron is hot. “We don’t
have missed call leads because they
automatically roll over to our call center
rather than going to an answering machine,” says Cole. “When a customer
makes an appointment to come to the
store to rent a unit, there is an automated text message that is sent out
two hours before their appointment.”
Cole’s website automatically emails
completed and incomplete reservations to the manager, district manager
and home office to follow up with the
customer and track the reservation
lead.

REVENUE MANAGEMENT

“Most management software programs
now offer a revenue management feature, which we have found to be a real
money maker and time saver,” says
Gately. “For example, you can program
the software to raise rents on vacant
units by a set percentage when the
txssa.org July/August 2019 Self-Storage News

“We use a revenue management program that
‘scrapes’ online rates for our competitors and
compiles them into a list so we’re able to easily
see our low, high and median competitor rates
in any given market.”
occupancy on any unit type exceeds
a defined target (e.g., raise rents by 6
percent on any size that is 90 percent
occupancy or higher). During the busy
leasing season, this can really be a big
help to the manager, as the software
will automatically raise the rate without
the manager having to even notice
that the occupancy target has been
achieved.
“This revenue management feature
is also very helpful in prompting rate
increases on occupied units. For
example, you can instruct the software
to raise rents on any occupied unit
after 12-months’ tenancy by a certain
percentage. You can allow the rate
increases to be limited to the current
street rate or not. The manager can
get the proposed list of rent increases
each month for review. The manager
can be given the authority to approve
the rent increases or modify as
deemed appropriate.”
“We use a website scrubbing software to monitor our competitors’ rents
and specials and any changes. The
software is inexpensive and provides
regular prompts of any rate changes
with comps in your defined market
trade area. The pricing is laid out in
an easy-to-use grid, showing rates by
competitor and unit type. In addition,
we have the managers contact their
counterparts on five or so comps each
month by phone to trade notes on the
occupancy, rates, specials and market
info. The managers should drive by
their comps at least quarterly.
Cowen also uses software to help
with competitive pricing. “We use a
revenue management program that
‘scrapes’ online rates for our competitors and compiles them into a list so
we’re able to easily see our low, high
and median competitor rates in any
given market.”

PAYMENTS

“We have an automated payment
prompt that customers can use to
make their payment over the phone,”
says Cowen. “This saves our managers or call center agents from having to
talk to multiple customers who are just
wanting to make a payment and frees
them up to handle other customer issues or new inquiries.

MAINTENANCE

“We even use automation for maintenance internally,” says Cole. “We have
a maintenance ticket system where the
manager creates a ticket and it sends
it to the maintenance personnel. They
repair what needs to be repaired and
the manager receives a notification
when the job is done and the ticket is
resolved.”
Technology has come a long way
and continues to allow us to streamline things that we previously handled
manually. A lot of times, the use of
technology can give us an edge on
competition as well by giving us data
at our fingertips to help us make
smarter and quicker decisions.
Jennifer Jones is managing editor of SelfStorage News and owner of JKJ Marketing
in Austin.
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LEGISLATIVE UPDATE

86th Texas Legislature Brings Advocacy Opportunities… and Frustration
by Ginny Sutton, TSSA Executive Director

A

s most TSSA members know,
TSSA serves as a legislative
watchdog when it comes to
protecting members’ interests
not only during the biennial legislative
session but year-round, even during the
“off-year” when the House and Senate are holding interim study hearings.
Texas legislators meet for only 140
calendar days every other year (more
when a special session is called). That
is a relatively short window to hash out
legislation for a state as big and diverse
as Texas.
During the 2019 regular session,
7,324 bills were filed. Of those bills,
only about 57 percent ever had a
public hearing before a committee
while less than 43 percent passed out
of committee for a final vote by both
houses. Ultimately, only 2,217 bills, or
31 percent, passed to become law.
TSSA’s primary focus for advocacy
this session, in addition to our usual
protective stance, was on legislation that
would have allowed members to remove
vehicles and trailers for which storage
rent was unpaid by using a licensed
towing company. We faced no real
opposition on this effort, and truly, this
scenario represented a real “win-win” for
everyone involved—simpler for tenants
and facility owners, towing companies
and even vehicle lienholders.
But it’s simply not enough that
legislation would have only a good
result and do no harm. Some legislators get crosswise—as they say—with
fellow legislators as scores on voting
are kept and tallies ultimately settled.
In our case, we were getting ready to
celebrate a successful effort, since our
lobby team had worked relentlessly and
TSSA’s favored bills, SB 1185 (Creighton) and HB 3530 (Moody) made it
through both the House and Senate
committees without opposition and
looked poised to become law. In the
final hour, however, the legislation fell
victim to political infighting and didn’t
make it to the floor for the full vote.
Seasoned political veterans already
know that things like this happen
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TSSA’s primary focus for
advocacy this session,
in addition to our usual
protective stance, was
on legislation that would
have allowed members
to remove vehicles and
trailers for which storage
rent was unpaid by using a
licensed towing company.
regularly, and you never celebrate a
legislative victory until the bill is signed
into law by the governor.
It is telling though that even legislation widely perceived as being for the
greater public good, such as SB 1804,
which would have mandated registration
of perpetrators of domestic violence in
a statewide database, could meet an
untimely death. Though that bill made it
all the way to the governor’s desk to be

signed into law, it was ultimately vetoed
because language about monetary
incentives for radioactive waste storage had been added to it in the final
days of the session. Radioactive waste?
Tacked onto a domestic violence bill? At
least “our bill” didn’t get torpedoed over
radioactive waste. Politics!
Know that TSSA is always part of
the process, albeit sometimes quietly
behind the scenes, and we will try again.
The groundwork has been laid for the
next session and I’m sure we will prevail
in 2021 and will champion other causes
important to our members.
TSSA’s lobby team of Matz and
Company, LLC, along with legal
counsel Connie Heyer, actively monitored and worked with bill sponsors on
dozens of bills.
A brief recap of select bills with potential impact to our members follows:

SB 339 (HUFFMAN) DISCLOSURE
OF FLOODING POTENTIAL
SB 339 was one of many bills related
to flood disclosure (along with HB 970
and SB 640). Many of these bills would
have applied to all real property, which

Self-Storage News July/August 2019 txssa.org

TSSA routinely opposes legislation that would require
mandatory disclosure of the sales price of a property.
means that owner/operators of selfstorage facilities would have been affected. Members in a flood plain or with
property “susceptible” to inundation
would have been required to notify any
new renter of that fact through a written
disclosure and in some cases would
have been required to notify all existing customers. The TSSA lobby team
worked with partnering organizations
and was successful in getting commercial property excluded. The bill passed
as modified without opposition and has
already been signed by the Governor.

HB 1036 (BECKLEY) MANDATORY
SALES PRICE DISCLOSURE FOR
PROPERTY SALES
TSSA routinely opposes legislation that
would require mandatory disclosure of
the sales price of a property. HB 1036
was heard on April 2 by the House
Committee on Business & Industry.
Drawing opposition, HB 1036 was

never called to a vote before the committee and failed to pass.

SB 1414 (HANCOCK)
RESIDENTIAL LATE FEES

Though this bill did not specifically
address amounts self-storage facility
owners may charge as late fees, TSSA
closely follows all legislation regarding
late fee amounts for potential future
ramifications. SB 1414 was the Texas
Apartment Association’s (TAA) initiative
to modify state law governing a landlord’s permissible late fees for residential
tenancies. SB 1414 caps late fees at
10-12 percent of one month’s rent. The
bill was not without controversy and
passed with a vote of 94 to 52. The act
takes effect September 1, 2019. The
Self Storage Association, with whom
we have a legislative alliance, advocates
for a model late fee cap of 20 percent
of the monthly rental amount or $20,
whichever is greater. If members believe

TSSA should initiate legislation that
would cap late fees on unpaid selfstorage rent, please let the Association
staff know. TAA’s late fee bill took many
sessions to pass and, as is evident from
the vote count, was not universally accepted by legislators. Any late fee bill is
likely to present a challenge, and TSSA
would want to be sure its members
strongly support that type of effort before pursuing any late fee bill.

HB 589 (DESHOTEL) FEES
RELATED TO MECHANICS AND
CONTRACTORS LIENS

HB 589 was a complete rewrite of a
complex statute. Some versions of the
bill have been filed in previous sessions.
While cumbersome, the current system
is generally understood and works. The
TSSA lobby team attended stakeholder
meetings with industry trade groups
and shared concerns. As such, HB 589
did not pass.
Ginny Sutton has been TSSA's executive director since 1997 and works with the board
of directors and lobby team to advocate for
TSSA's members and the industry in Texas.

THANK YOU
for voting for us!

WE COULDN’T HAVE DONE IT WITHOUT YOU!

WINNER

BEST STATE ASSOCIATION (LARGE)
TEXAS SELF STORAGE ASSOCIATION
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BUILDING & MAINTAINING A PROSPEROUS BUSINESS
THROUGH LEARNING, NETWORKING, GROWING
& DISCOVERING YOUR RESILENCY

THE WOODLANDS WATERWAY MARRIOTT

Luxury leads the way at The Woodlands Waterway Marriott Hotel & Convention Center. Situated in the
heart of the city, this hotel affords easy access to premier dining venues and is just a 30-minute commute
from downtown Houston. The Marriott also boasts a fitness center, spa and stylish guest rooms.
1601 Lake Robbins Drive, The Woodlands, Texas 77381
Reservations: (877) 963-2447
Room Rate: $225 per night (plus tax).Reservation cutoff date is Monday, September 23.
There are a limited number of blocked rooms, so book yours today!
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CONFERENCE RATES
EARLY

REGULAR

LATE/ONSITE

Before 8/23/19

8/23/19 - 9/28/19

9/29/19 - 10/15/19

First TSSA Member

$500.00

$575.00

$650.00

Addtl. TSSA Member

$450.00

$525.00

$600.00

One-Day Only

$300.00

$325.00

$375.00

Full Registration

$700.00

$775.00

$850.00

One-Day Only

$400.00

$425.00

$475.00

Guest

$200.00

$225.00

$250.00

Trade Show Only

$50.00

$50.00

$50.00

Charity Poker
Tournament

$125.00

$125.00

$125.00

$30.00

$30.00

$30.00

TSSA Members

Non-Members

Additional Tickets

Tournament
Spectator

SCHEDULE AT A GLANCE

Locate, explore & source products & services
from the leading self-storage industry
vendors at the largest state trade show

EXHIBIT HOURS

Monday, October 14: 4:00 – 6:00 p.m.
Tuesday, October 15: 12:00 – 4:00 p.m.

Visit txssa.org for an
up-to-date list of exhibitors

Sunday, October 13
1:00 – 7:00 p.m.

Registration Open

3:00 – 5:00 p.m.

Sunday Social

7:00 – 10:00 p.m.

Charity Poker Tournament

Monday, October 14
7:00 a.m. – 6:00 p.m.

Registration Open

7:30 – 8:00 a.m.

Early Bird Mini Session

8:00 – 8:30 a.m.

New Member & First Timer Orientation

9:00 – 11:30 a.m.

Education Sessions

11:45 a.m. – 1:15 p.m.

Membership Luncheon

1:30 – 2:15 p.m.

Education Sessions

2:30 – 4:00 p.m.

Round Table Discussions

4:00 – 6:00 p.m.

Trade Show Open

6:00 – 7:15 p.m.

Cocktail Reception

9:00 – 11:00 p.m.

Late Night Party

Tuesday, October 15
7:30 a.m. – 3:00 p.m.

Registration Open

8:00 – 10:15 a.m.

Education Sessions

10:30 a.m. – 12:00 p.m.

Round Table Discussions

12:00 – 4:00 p.m.

Trade Show

3:30 – 4:00 p.m.

Live Charity Auction

CANCELLATION POLICY

Refunds, less $50, will be issued for registrations canceled in writing no later than September 23, 2019. Cancellations after this
date are nonrefundable. Substitutions with advance notice will be accepted at no additional charge. Non-members attending
and subsequently joining TSSA within 30 days after the end of the conference (no later than November 8, 2019) can apply the
difference between member and non-member conference fees to their first year of TSSA dues.
txssa.org July/August 2019 Self-Storage News
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SELF-STORAGE SOLUTIONS

LEASE ESSENTIALS
The Great Benefits Provided
by the TSSA Rental Agreement

by Connie N. Heyer, TSSA Legal Counsel

T

he lease contract. The single
most important transaction
between a landlord and tenant.
For the protection of both the
landlord and the tenant, a written lease
needs to be in place to outline exactly
“the deal.” For this “Back to Basics”
look, let’s focus on this single most
important landlord/tenant transaction.
Tip #1: Use it! Use the TSSA lease.
The TSSA lease is tailored for Texas
law, which is unlike self-storage law
in any other state. The TSSA lease is
updated to keep up with legal requirements as well as best practices and
important protections.
Tip #2: Read it. (Early and often!)
Have your managers read through
the lease in its entirety, ideally multiple
times. It is very helpful to be able to
answer tenant questions by referring
directly to language in the lease. You
can’t and should not answer legal
questions and interpret a legal contract,
but most questions can be answered
by saying something like, “As to your
question on late fees and when they
are incurred, refer to paragraph 4…”
Tip #3: Understand it. Come to
TSSA seminars! Take advantage of the
FAQs available in the TSSA Goldbook©
and in the Ask the Experts online
database. Managers should have a
good understanding of the lease terms
they work with every day. Among
other things, the TSSA lease outlines
insurance responsibility, caps the total
dollar amount value of items tenants
can store in a unit, prohibits storage of
txssa.org July/August 2019 Self-Storage News

Among other things, the TSSA lease outlines insurance
responsibility, caps the total dollar amount value of
items tenants can store in a unit, prohibits storage of
sentimental items, prohibits storage of certain items like
flammable materials, prohibits sleeping/living in units,
and much, much more.
sentimental items, prohibits storage of
certain items like flammable materials,
prohibits sleeping/living in units, and
much, much more.
Following are some of the more
important provisions of the lease. I am
hopeful this article can be a starting
point for enhancing all owners and
managers’ knowledge of important
parts of the lease.

PARAGRAPH 1: TENANT INFORMATION
This paragraph literally lists who the
legal tenant is. The tenant is the person
or business named on the first line of
TSSA lease paragraph 1 (tenant’s first
and last name or business name). The
tenant signs the lease. The tenant is
the only person legally responsible for
rent and other lease obligations. The
tenant is the one to whom the facility
must send any legal notice.
If the tenant is an individual rather
than a business, do not allow anyone
other than the person listed as the
tenant to sign the lease. For example,
the answer to “Can I rent this unit for
my mom, who will come in and sign
later?” is “No, but if she can’t sign

now, you can be listed as the tenant
and sign the lease. With your consent,
when your mother comes in to sign a
lease, we can void the existing lease.”
When leasing to a business, the legal
name of the business should be listed
in the first line in paragraph 1, and the
business name should be listed at the
signature line with the employee’s printed
name and signature under it, as in “Main
Street Widget Company, by Jane Doe,
authorized agent (signed by Jane Doe).”
A best practice in this scenario is to
require authorization for this person from
the company on letterhead. It can be
short and sweet, but if you aren’t sure
the individual is the company owner or
authorized to store goods, a letter stating
that this person is authorized to transact
business and sign a rental agreement on
behalf of the business is ideal.
Paragraph 1 also contains a blank
for a Social Security number. It is difficult to perform a check on military
status without one should you need to.
That being said, there is no legal duty to
collect a SSN from tenants and many
facilities do not. If renting to a military
tenant, you could obtain this information
31
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on a separate Tenant Information form
that is kept safe.
Paragraph 1 also contains a blank
space in which the tenant may list names
of people to whom you may provide
access. This access may be provided at
your option; it is not mandatory.
Finally, paragraph 1 lists emergency
contacts for the tenant. There are “default” emergency contacts (like spouses,
siblings and adult children) to whom you
may, at your option, provide access if
the tenant dies, is jailed, is missing or
incapacitated (the individual would sign
an affidavit swearing one of these events
has happened). The tenant may also list
specific names and contact information
for additional emergency contacts.

PARAGRAPH 4: “DOLLARS AND DATES”
This paragraph lists all the dollar
amounts involved in the transaction,
both on the day of renting and anything
that could apply in the future. Monthly
rent (paragraph 4a), due date (paragraph 4b), late charges, NSF charges,
and all other fees you intend to charge
the tenant should be listed in this paragraph. Something to remember is that
you aren’t obligated to charge the fee
just because it is listed (it can always
be waived), but you should not try to
charge the tenant any fee which both of
you have not agreed to in advance.

“NOTICE TO TENANT AND RELEASE”

This is the language at the bottom of
the first page of the TSSA lease that
really stands out—we have used bold,
italicized and in some sections all-caps
fonts, and that is intentional. This statement is comprehensive and packed
with important liability language and it
should be initialed by the tenant!
This is important information for both
you and the tenant. This paragraph
references late charges. It also makes
clear that there are no representations of safety or security. It contains
a negligence waiver and non-liability
language related to bodily injury and
property damage. It contains nonliability language for fire, smoke, dust,
water, weather, insects, vermin, explosion, utility interruption and theft. Finally,
it notes the tenant’s insurance and
self-insurance duties. As mentioned, it
is quite comprehensive and offers the
facility owner a great deal of protection.
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PARAGRAPH 9: “TERMINATION AND
MOVE-OUT NOTICE”

This paragraph outlines how both you
and the tenant may part ways amicably.
First, the tenant must comply with any
minimum lease term per paragraph
3. If a tenant wants to move out, he
must provide you with at least a 10-day
written notice of lease termination/nonrenewal via mail, hand delivery or email.
If you want the tenant to move out, you
must provide him with at least a 15-day
written notice of lease termination/nonrenewal via mail, email or hand delivery.
Regarding rent due at move-out,
Paragraphs 28 and 38 outline how
amounts due at termination and other
termination-related provisions are
calculated. For example, the tenant is
liable for rent for the remainder of the
month of move out, or for 10 days after
move-out, whichever is longer. So, for
example, if the tenant moves out July
10, the tenant owes full July rent. If the
tenant moves out July 25, the tenant
owes through August 4 (four days prorated for August). Of course, you can
waive any part of that amount if you
desire. But this language encourages
tenants not to expect refunds of rent
already paid if they did not give enough
notice to allow you to rent the unit to
another tenant.

PARAGRAPH 20: “NONLIABILITY AND
RELEASE FOR LOSS OR INJURY; AND
INSURANCE”

This paragraph makes clear that your
facility is not a warehouse and has no
possessory duty of safekeeping (no
bailor/bailee relationship). So, you are
generally not liable for damages from
vermin, leaks, etc.
This paragraph also binds the tenant to a $5,000 cap on the value of
stored items. If the tenant stores items
worth more than that in the unit without
your permission, he is in breach of the
lease. It also makes clear that tenants
cannot store items of sentimental
value. All of this is for both the tenant’s and your protection. Finally, the
paragraph outlines the tenant’s duty
to purchase insurance if he stores
more than $1,000 in goods in the unit
and notes that the tenant is considered
to self-insure for all items not covered
by his insurance.

PARAGRAPH 24: “LESSOR’S REMEDIES”
This paragraph outlines your remedies
in the event of a tenant default, such
as failing to pay rent. You have many
remedies, all outlined by this paragraph.
You may lock an unlocked space. You
may overlock, code out and wheel boot
(if a vehicle or trailer) for any breaches of
the lease. You may give notice to vacate
and file with your local justice court for
eviction. You may assess any charges
due under paragraph 4. You may seize
the unit (the steps that constitute seizure
are defined in this paragraph so be sure
you are following them). Finally, you
may exercise your Chapter 59 right to
foreclosure and auction.

PARAGRAPH 30: “CHANGES IN RULES
OR AGREEMENT”

This paragraph allows landlords to
change provisions of the lease after providing appropriate notice to the tenants.
Notice of a minimum of 30 days is
required for increases in dollar amounts
(like rent increases). Some provisions
that do not involve increases to dollar
amounts can be changed immediately
after written notice is provided. This is a
good way to handle gate hour changes
and any other change desired.

PARAGRAPH 31: MISCELLANEOUS

As the name implies, this is something
of a "catch-all" paragraph to address
issues not addressed elsewhere.
Boilerplate but essential legal language, such as "time is of the essence"
and "Texas law applies" are included
for a reason. Additionally, the fact that
managers can't make oral promises
which override the executed lease is
also clearly spelled out.
This paragraph is also where you'll find
the important stipulation that mediation
is required when a lawsuit is filed, except
for legal actions taken by a lessor (facility
owner) for rent, foreclosure, eviction or
charges spelled out in Paragraph 4.

SUMMARY

Without a lease tailored to the self-storage industry, you are exposing yourself
to liability, as self storage is different
from other commercial real estate rentals and different laws apply. Use the
TSSA lease. It’s one of the best benefits
of your TSSA membership.
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THERE’S A NEW
SHERIFF IN TOWN

Ready for a SMARTER
security solution?

Janus International Group
135 Janus International Blvd.,
Temple, GA 30179
JanusIntl.com

To learn more about Nokē®, visit
JanusIntl.com/keypad-noke or call 770-258-6149.

SELF-STORAGE SOLUTIONS

Back to Basics
COMMON
SELF-STORAGE

by Connie N. Heyer, TSSA Legal Counsel

W

hat kind of systems do you
have in place in your operations to avoid some of the
most common self-storage
legal pitfalls?
Learn from these common mistakes, so you can implement systems
as appropriate to avoid them.

Getting caught in the middle.

Feuding roommates. It is usually “exes”
who are fighting, but it can be anyone
fighting over unit contents with anyone
else. “Take my wife off as a tenant,
we’re getting divorced and it’s all my
stuff…” What to do?
For one, have only one person listed
as the tenant. Others can be listed as
an emergency contact or as someone
the tenant has authorized to have access. If there is only one tenant, that
tenant and you can mutually agree to
amend the lease. For example, if the
tenant is the husband and the wife is
a listed emergency contact, you and
the tenant can agree (without the wife’s
consent) to amend the TSSA lease
to remove the wife as an emergency
contact.
Second, when in doubt, just say
“no” to a non-tenant wanting access.
The TSSA lease authorizes, but does
34

HOW TO IMPLEMENT SYSTEMS TO AVOID
THE MOST COMMON INDUSTRY ERRORS
not require, a facility operator to
allow access to people listed on the
lease as having access. The lease
also authorizes, but again, does not
require, the manager to provide access
to the emergency contact in some
instances such as a tenant’s death,
jail or incapacitation. If your radar tells
you that you might be stepping into a
minefield, just decline to get involved.
Tell whoever wants access that he
or she will need to take the issue of
access up with the tenant on the lease.

Using the wrong forms. Using the

wrong form can set you up for significant liability, such as a Notice of Claim
form without the required statutory
language, or a lease form without the
required statutory language. What to
do? This one is simple: use the current
TSSA lease forms. These forms are updated on a regular basis to keep up with
all statutory requirements and industry
best practices. Do not rely on forms that
come with management software—
there is no such thing as a universal

form. Texas self-storage statutes are
very comprehensive, unlike statutes in
many other states. If you want to use a
form other than a TSSA form, have your
attorney review and okay it.

Inadequate or inappropriate
insurance. Make sure you have insur-

ance tailored to self storage. Most standard commercial policies do not cover
liability associated with wrongful sale
of a tenant’s goods. Facilities need an
insurance product specifically geared
to the self-storage industry—one that
covers what is commonly called “sale
and disposal legal liability.” Make sure
your policy covers this.
How much insurance do you need?
Many facilities have a basic policy and
an umbrella policy for the worst-case
scenarios. Your insurance agent is the
best person to help you determine
what level of insurance is right for you.
Holding your real estate in single-asset
entities (the facility as the entity’s only
continued on page 36
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100% SELF-STORAGE

ROCK SOLID
SECURITY
HIGH GRADE STEEL.
COMPUTER CRAFTED
CYLINDERS.
TIMELESS DESIGN
AND FUNCTION.

ChateauProducts.com
800.833.9296
LIFETIME WARRANTY
FREE SHIPPING
SAME DAY SERVICE

SELF-STORAGE SOLUTIONS
continued from page 34
asset) is also generally a good idea.

Lack of attention to facility upkeep. Does your facility meet ADA

scoping and other requirements? Are
you inspecting regularly to identify obvious problems like trip-and-fall hazards?
Is your lighting adequate? Are you
keeping vacant units locked? These are
some of the more common things that
can lead to potential liability.
Consider installing cameras,
especially in the area of any access
gate. Tenants tend to blame any gate
incident on a malfunction. If you have
a camera trained on any gate, you can
easily rebut false accusations of gate
malfunction, which are usually code for
“I forgot my code, so I waited and tried
to tailgate behind another tenant but
didn’t make it through before the gate
closed.”
If you do install cameras on the
property, it is smart to have facility
rules regarding cameras. The rules can
and should be an addendum to your
lease. The rules can make clear that
cameras may be dummies or nonoperational, that they could potentially
be non-functioning at any time, may
be unmonitored, and that copies of
video footage will be provided only to
law enforcement. If you use the TSSA
lease, it offers protection in this arena:
TSSA lease paragraph 15 makes clear
that “Video cameras may be non-operational or unmonitored.”

Employment issues. Consult with a

good employment attorney; have one
at the ready should an employment law
issue arise (when it does, it is usually a
quite urgent need; don’t wait until it is
urgent to identify your go-to employment attorney).

A bad employee can
cause a major business disruption
and considerable loss of income and
goodwill. Screen prospective employees. Get permission from the applicant
to perform a background check. Perform a check either through a service
or through your own online search using the Texas DPS website or a private
website like publicdata.com.
If you have an onsite apartment,
use the free TSSA Manager’s Dwelling
Lease. Among other benefits to both
the owner and manager, it will enable
you to get a fired employee out of the
apartment more quickly.

glecting maintenance of your
property that [allegedly]
caused injury to someone. It is not
negligent to have a dangerous condition on your property. However, it is
negligent for a dangerous condition
that you knew or should have known
about to exist and for you not to take
reasonable action to address it.
Walk the property regularly to make
sure all vacant units are kept locked;
this also helps quickly identify the cases
where the tenant has moved out unannounced.

Insufficient systems and protocols. Have systems in place that

Failure to trust your instincts.

minimize the potential for something
bad happening—the age-old ounce
of prevention. Institute checks and
balances, such as using the Pre-Lien
and Post-Lien Audit Checklist with
every lien sale. If you use the services
of auctioneers, they normally also go
over all of your lien paperwork to make
sure all is in order before every sale.
Document your attempts to contact the
tenant—even attempts not required by
law. This shows you went the extra mile
and makes the tenant look much less
sympathetic if a dispute arises.
Use the Property Inspection and
Safety Checklist form (BUS-7) or one
like it to keep a good record of walkthroughs of your property. Doing this
can help rebut an accusation of ne-

Use the Property Inspection and Safety
Checklist form (BUS-7) or one like it to keep a
good record of walk-throughs of your property.
Doing this can help rebut an accusation of
neglecting maintenance of your property that
[allegedly] caused injury to someone.
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As shocking as this may seem(!), not
every answer can be found in the TSSA
Goldbook©. What do you tell a newlywidowed woman when she is not the
tenant but asks for access to her late
husband’s storage unit without a court
order? (The TSSA lease allows you to
do so at your discretion.) But what do
you do when the late husband’s children are contacting you as well wanting
in? If your instincts tell you to steer
clear and let none of them in while waiting for legal documentation as to the
executor of the estate, it’s usually best
to follow your gut.
Is a prospective tenant looking
around to see where all the cameras
are? Is he asking to pre-pay in cash?
Is a tenant accessing the unit at odd
hours or for hours at a time? Do you really want to keep a tenant who regularly
berates your manager? Think about
ending this landlord-tenant relationship
by using the 15-day Notice of Termination of Storage Space Rental Agreement form—your instincts will help you
figure out when this is appropriate.
Connie Heyer is considered to be the leading
legal expert on self-storage law in Texas. A
partner in the law firm of Niemann & Heyer,
LLP in Austin, Heyer serves as legal counsel
for the Texas Self Storage Association.
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ALL THE BENEFITS
OF OWNING A TRUCK.
NONE OF THE
HASSLE.

On The Move is a one-stop shop for your trucking needs. We’ll get you the
truck, wrap it in custom graphics, and take care of the insurance – all in-house.
You just concentrate on your business and customers, we’ll do the rest.

866-757-3419 I onthemovetrucks.com

Complete Rental Truck Program
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QUICK TIPS

MANAGEMENT

MARKETING

OPERATIONS

5 Things Managers
Should Always Do

5 Grassroots
Marketing Ideas

5 Maintenance
and Repair Tips

While there are basic duties that all
self-storage managers take care of
daily or even weekly, here are five
items that should always be at the
top of to-do lists.
›› Have your game face on—provide
exceptional customer service;
maintain your cool in high-stress
situations; greet everyone who
enters your facility with a smile and
kind word.
›› Conduct a daily quality check by
walking the property to look for signs
of trouble, suspicious activity or
items that need repair or attention.
›› Keep an eye on your facility’s
curb appeal. Remove debris, fix
potholes, update landscaping,
replace broken lights and schedule
maintenance.
›› Go digital. Create a website and
Facebook page. Post consistently
on social media and draw followers
with special online deals, as well as
trends. Ask customers to provide
reviews on Yelp, Google and
Facebook.
›› Be proactive. Use your downtime
efficiently—answer emails and
phone calls, prepare paperwork,
clean and order office supplies.
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The people living and working in
your community are your target
market, so how do you reach them
without breaking the bank? Here
are some simple ways you can dig
into grassroots marketing right in
your own backyard.
›› Show your support by sponsoring
youth sports teams, buying ads
from booster clubs or donating a gift
certificate for storage to local charity
auctions.
›› Bring customers right to your door
by sponsoring a pet adoption day
with an area shelter or a car wash
fundraiser for a local youth group.
›› Create news-worthy buzz by
partnering with a notable non-profit.
Be the venue for a family-friendly
holiday celebration or a drop-off
location for a toy or food drive.
›› Hold a community yard sale on
your grounds. Tenants can easily
clean out unwanted items and you
can invite new potential customers
to visit your location.
›› Offer a referral program for
spreading the word about your
facility. Ensure it is widely known by
posting signage at your facility, on
your website and on social media.

Repairs and maintenance are
typically the largest expenses
outside of personnel for a facility
owner. As with most things,
maintaining your property will
prolong the life of many of
your key elements: roof, HVAC,
driveways, gates, etc. Putting off
necessary repairs can cause minor
preventative maintenance issues to
turn into major repair issues.
›› Perform a bi-annual roof
inspection—clean off rooftops,
gutters and downspouts.
›› Change HVAC filters monthly—
create a schedule and make sure
it’s done.
›› Wash out HVAC condensers every
other month—create a schedule so
you don’t forget.
›› Apply pest control monthly.
Schedule professional pest control
inspections and applications. Once
a pest finds its way into a unit, it
doesn't take long for it to infest your
whole facility.
›› Inspect and adjust gates, rollers
and guide wheels monthly. Lubricate
rollers/chains.
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MANAGERS CORNER
The Makings of a Good Manager
by Tracie Seed, TSSA Director of Communications and Marketing

W

endy White, manager of
Payne Springs Self Storage,
says she stumbled upon the
self-storage industry and
has never looked back. White originally
moved to the area from Pennsylvania to
care for her mother, who lives near the
facility, which is located about 60 miles
southeast of Dallas on Highway 198
in Mabank. Once her mother was well
and White began to make future plans,
fate stepped in. “A woman who was
managing this facility was a good friend
of my mother,” White explains. “She
needed someone to cover the store for
a six-week gig. Three years later, I’m
still here and I love it!”
White says that the facility was recently purchased in December from the
original owner, who built it in 2000. “At
the time I was hired, the owner wasn’t
really that involved with the day-to-day
operations of the facility,” she says, “so,
I had to learn the industry completely

on my own.” Luckily for White, the
owner was a member of TSSA, so she
was able to glean a lot of knowledge
from TSSA’s online resource library. “I
cannot tell you how many of your webinars I’ve watched and resources I’ve
read on your website. That’s how I first
learned to run a self-storage business.
The Goldbook© is my bible!”
With a 22-year background in accounting and telecommunications,
White’s experience heading up national
customer care account teams helped
her jump right into her position as manager at the Payne Springs facility, which
has 200 storage units and 80 outside
parking spaces for boats and RVs. One
of the favorite aspects of her position
is—a surprise to many—accounts receivable. “When I took over as manager,
the 90-days-plus overdue accounts receivable was more than $35,000. In less
than six months, I got it down to $6,000
and continue to keep it low.”
How does she do it? First and
foremost, she explains the foreclosure
process to tenants before they sign the
lease, so they know what will happen
if they are past due. “I tell them that I
don’t want their stuff,” she laughs. “I

White's List:
Basic Good Mangement Skills

WENDY WHITE

Manager, Payne Springs Self Storage, Mabank, TX
• ACCOUNTING: Understand
accounts receivables, payables
and revenue.

• COMMUNICATIONS: Always
communicate professionally,
whether in person, on the phone,
using email or via text.

Share your• manager’s
expertise
and
ACCESSIBILITY:
Stay visible
contribute toand
Self-Storage
News. Email
• RESEARCH: Know the
always greet customers
with the
smile.
editor, Silviaa Pendleton
at info@txssa.org competition, understand rates in
for more information
on Managers
Corner. the demographic area and adjust
• NETWORKING:
Create local
partnerships.
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accordingly.

• GOAL SETTING: Know your
targets each day/week/month/
year with revenue, occupancy,
collections, etc.
• PROACTIVITY: When faced
with a problem, focus on what
you can do, rather than what you
can’t.

want to work with them. We are small
enough to be able to tailor payment
plans for people to keep them on
track.” She also uses her sleuthing
skills to find tenants, who seemingly
disappear, by turning to social media,
primarily Facebook, and paid search
sites. (Tip: With search sites, she will
take out a one-month membership
or do a free trial, so she doesn’t have
to incur monthly fees.) “Many times,
people have moved, or their credit card
has expired and they just forgot to give
me their new information,” she explains. “The most important thing I do
when making collections phone calls
is to be professional and kind on the
phone. People will usually treat you the
way you treat them.”
Because her facility typically has
100-percent occupancy, White maintains other revenue streams, including
selling locks. She is constantly brainstorming about how to make a buck,
and, as a reward, the new owners set
up a plan for her to earn bonuses and
commissions. “The incentives give me
a sense of ownership, and I know that
what I do directly affects the company.”
White explains that the facility has areas
on the side of some buildings that allow
her to sell advertising space. With a
one-year contract, advertisers receive a
specified space and sign to use for advertisements. “Many types of industries
advertise, and I only allow one business
from each type. Some advertisers I
target are realtors, painters, contractors,
landscapers and pool cleaning companies. I always check them out to make
sure they are legit before I let them put
up a sign.”
White says that being accessible
to her customers is very important.
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“While many of our
new customers come
from word of mouth
or from drive-bys,
most of our new
traffic comes from the
Internet. It is a free and
easy way to get your
business out there.”

CONNECT TO TSSA
Follow us on
Facebook @txssa,
Twitter @TSSATweets, and
LinkedIn @texas-self-storageassociation and get the latest
TSSA information and tips to
grow your business.

She finds that many of them prefer
text messages, rather than phone calls
or emails, so she has an easier time
reaching them that way.
She also takes time to get to know
her tenants, several of whom have
been there since Payne Springs first
opened its doors. “Although we have
direct deposit and customers can pay
over the phone, I have some diehards
who like to come into the office every
month. I always stop to chat and find
out how they are doing.”
In addition, White created a profile
on Google My Business, which is free. It
includes an easy way for people doing
Internet searches to call you, see where
you’re located and visit your website.
“While many of our new customers
come from word of mouth or from drivebys, most of our new traffic comes from
the Internet. It is a free and easy way to
get your business out there.”
White also credits the facility’s
pristine condition and visible safety
measures as reasons for her loyal
customers to continue doing business
with her. “I work with a maintenance
man who is here every day to keep
things fixed up and maintained, including the landscaping, security cameras
and gate. We do not have a dumpster
on property for people to pile up with
trash, and we have gate hours from
7:00 a.m. to 10:00 p.m. In addition, our
police department has a gate code, so
they can do periodic drive throughs.”
With all her skills, experience and
innate abilities at work, White is a great
example of what it takes to be a good
manager.
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Hey Storage World!

We’re your commercial roofing specialist, offering
fast, energy efficient roofing solutions that make

When you want it right, make it

roofs look and perform better than new. Our

WaterTight
Roofing

roofing systems protect completely and result in a
cooler, drier environment below. What’s more, we
offer no tear-off solutions with no disruption to
your daily operations.

Count on WaterTight Roofing for:
• Hail Damage Assessment
• Storm Restoration and Loss Analysis Experts
US Storage

• Metal Roof Replacement
• Elastomeric Restoration Coatings
• Single-Ply Membranes
• Energy Efficiency

Marble Falls Storage

• Full Warranty on all Labor and Materials
• Job Site Supervision
• Free Emergency Repairs and Inspections

Huebner Mini Storage

Listen to what our customers say
about WaterTight Roofing:
“When these guys gave me their word, I knew it would
be like their name - it’s WaterTight.
I’ll do business with them again, absolutely.”
— Larry Easley | President, Storage Management Associates
TSSA Board of Directors 2012-2015
“Cole Garrison was a pleasure to work with and was
on top of it from beginning to end.”
— Jay Kanter | O’Conner Self Storage
TSSA Board of Directors 2008-2012

Because Cooler is Better

888-809-9976
WaterTightRoofingInc.com

SEE YOUR NAME AND
COMPANY IN PRINT!
NOMINATE YOUR BUSINESS
FOR MY PERSPECTIVE
OR YOUR MANAGER FOR
MANAGERS CORNER IN
SELF-STORAGE NEWS
The Texas Self Storage Association
(TSSA) is looking to highlight
businesses with innovative ideas,
interesting stories, and energetic
managers in our bimonthly magazine,
Self-Storage News!
For more infrormation, contact TSSA
by email at magazine@txssa.org
or call (888) 259-4902.
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TSSA NETWORKING LUNCHEONS
UPCOMING EVENTS
Details about future luncheons are
available on the calendar at txssa.org.

JULY
9

DALLAS
El Fenix

1601 McKinney Ave., Dallas, TX 75202
Topic: Lending & Finance Panel
Panelists: Dana Deason, Deason Financial;
Neal Gussis, CCM Commercial Mortgage;
James Parker, Inwood National Bank
Sponsor: On The Move

17

SAN ANTONIO

23

CORPUS CHRISTI

from presenter Sgt. Carla Burr of Amarillo Crime Prevention Unit.

Nolan’s Restaurant

4117 S. Staples #100; Corpus Christi, TX 78413
Topic: Competing Online in a Crowded Market
Speaker: Christina Alvino, FineView Marketing
Sponsor: On The Move

Casa Chapala

9041 Research Blvd., Ste.100, Austin, TX 78758
Topic: Competing Online Against the REITs
Panelists: John Jordan, Christina Alvino,
Courtney Jenkins
Sponsor: A-Lert Building Systems
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CORPUS CHRISTI – Members gathered on April 9 in Corpus Christi to learn more about revenue management, including managing street
rates and rent increases, from speaker Mike Gately of Trusted Self Storage Professionals. Much gratitude to A-Lert Building Systems for
sponsoring this event.

8400 North New Braunfels Avenue
San Antonio, Texas 78209
Topic: Competing Online in a Crowded Market
AMARILLO
Speaker: Christina Alvino, FineView Marketing
Sponsor: CAPCO Steel
AMARILLO – At the Amarillo luncheon on April 11, sponsored by Bedrock Contracting, attendees enjoyed a big helping of crime prevention

AUSTIN

13

CORPUS CHRISTI

The Barn Door Restaurant

AUGUST
1
8

NETWORKING LUNCHEON RECAPS

AUSTIN
AUSTIN – The May 2 luncheon held in Austin, with sponsor StorageAuctions.com, featured a look at the ins and outs of operating
unmanned facilities from speaker Amy Lynn Payne of 5 Star Boat & RV Storage. Pictured Above Left: Peter Von Wupperfeld, Kathy Cothran
and speaker Amy Lynn Payne. Pictured Above Right: Jim Comeaux and George McCanse.

HOUSTON

Five Post Oak Park

4400 Post Oak Parkway, Houston, TX 77027
Topic: Succeeding in a Hyper Competitive
Environment
Panelists: Jeff Bateman, Darren Kelley,
John Manes
Sponsor: StorageAuctions.com

HOUSTON
HOUSTON – Amy Nolan of The Storage Place shared advice on managing employees from an independent operator’s perspective to a
roomful of eager Houston attendees. Thank you to A-Lert Building Systems for sponsoring the luncheon, which was held at a new venue,
Five Post Oak Park.

GRANBURY
Spring Creek BBQ

317 E W. Hwy. 377, Granbury, TX 76048
Topic: Revenue Management
Speaker: Mike Gately
Sponsor: Morgan Buildings
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STRONG DORETY
GENERAL CONTRACTORS

STRONG DORETY
GENERAL CONTRACTORS

NEW CONSTRUCTION

NEW CONSTRUCTION

CONVERSIONS

CONVERSIONS

BOAT AND RV

BOAT AND RV

GENERAL CONTRACTING REINVENTED

GENERAL
CONTRACTING REINVENTED
The economy changes, the weather changes, even ideals change

The economy changes, the weather changes, even ideals change
But somethings never change
But somethings never change
Performance will continue to outsell promises
Performance will continue to outsell promises
Know-how will surpass guess-how
Know-how will surpass guess-how
Trust,
not
tricks,
keep
clients loyal
Trust, not
tricks,
will
keep will
clients
loyal
The
extra
have jams…..
no traffic jams…..
The extra
mile
willmile
havewill
no traffic

800-232-3039
800-232-3039
StrongDorety.com
StrongDorety.com

ASK THE EXPERTS

the

ASK
EXPERTS

ACCESS RIGHTS.

These are real questions asked by TSSA members and
answered by our professionals through our Ask the Experts
online form.
As a TSSA member, you have access to an exclusive
database of more than 400 self-storage-related questions and
answers through the members-only portal of txssa.org. If you
can’t find what you’re looking for through a database search,
you can submit a question. The reply may take up to a week,
so if you need immediate assistance, call (888) 259-4902.

KEY FACTORS FOR ENTRY.

Q: I need to access units to make

repairs. How do I notify the tenants?
What if they turn out to be the hard-toreach kind and I cannot contact them?
Can I still perform the repairs?

A: If you are using the TSSA lease, you
should not have any trouble performing
the repairs. Paragraph 18 of the TSSA
lease outlines your right of entry. Paragraph 18(4) gives you the right to send
the tenant a letter requesting access
to the space for a number of reasons,
including repair. Your request needs to
outline the time and the date of your requested entry, which may be no sooner
than seven days from the mailing of
the request. If the tenant fails to provide you access at the time and date
requested, you may then enter the unit.
Paragraph 18 also provides that if you
enter the unit after you have provided
the requisite notice and the tenant has
not responded, the tenant must pay for
your lock removal charges. TSSA legal
counsel has prepared a form for you to
use when requesting access to the tenant’s space pursuant to Paragraph 18
of the TSSA lease. The form is Goldbook© CD Appendix Form SP-1.
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YOU HAVE QUESTIONS? OUR EXPERTS HAVE ANSWERS.

Q: I have a tenant going through
a divorce and some of her exhusband’s things are in her unit. The
husband is not on the lease, but he
called me today and told me that the
court has ordered his wife to let him
get his belongings out of the storage
unit. The tenant (the wife) owes
several hundred dollars right now. Do
I have to let the husband in?

A: No. You do not have to let the husband in unless he shows you a court
order specifically requiring you (the
facility) to let him in. In fact, if you let the
husband in, you would be violating the
wife’s lease by allowing an unauthorized person to enter the unit. The court
order directed to the wife requiring the
wife to let the husband in does not apply to you. This is the wife’s obligation,
and if it takes paying the unit’s balance
in full to allow the wife to comply with
the court order, that is what she is
going to have to do. You do not have
to release your overlock or allow her
entrance to your storage facility if she
is in default. If you are presented with a
court order that directs the wife to allow
the husband access, tell the husband
that this order does not apply to you,
it applies to his ex-wife (or whoever is
mentioned in the order). If you wish,
you may tell him that if his ex-wife
brings the balance current, she will
again have access to the facility and be
able to comply with the court order.

Q: At what point is it legal to cut off
a tenant’s lock when their account is
delinquent?

A: Although stringent legally, under the
TSSA lease, you may lawfully overlock a
unit or cut the tenant’s lock and replace
it with your own lock on the first day the
rent is delinquent. For example, if the
rent is due on the first of the month and
the tenant has not paid by midnight on
the first, on the 2nd you may overlock
or cut the tenant’s lock and replace it
with your own lock immediately after
midnight. Paragraph 11 of the TSSA
lease states that “Rent must be received
by Lessor in advance without demand
at Lessor’s mailing address on or before
the due date in paragraph 4(b).” The
tenant is in default under paragraph
23 of the TSSA lease if rent is not paid
by the due date. When the tenant is in
default, the lessor’s remedies listed in
paragraph 24 of the TSSA lease are
available, and those remedies include
denying the tenant access to the facility
and/or overlocking the tenant’s space.
Although it is legally permissible to overlock the tenant’s space the day after the
tenant becomes delinquent, in practice,
it might not be the best course of action
from a practical and customer-service
standpoint. Most facilities wait several
days after the due date before they
overlock to make allowances for tenants
who might simply be delayed because
of unusual circumstances.
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PERMEABLE
PAVING
The New Standard
for the Self-Storage
Industry
100% Permeable + Increased Land Use = MORE REVENUE
Drive on the surface, detain,
drain, & filter stormwater below.
Design and build with TRUEGRID®
to eliminate detention ponds and utilize
100% of your land for more parking,
storage units, and revenue. Expand
an existing parking lot without adding
new detention.

RV PARKING

DRIVE LANES

BOAT STORAGE

COVERED PARKING

Factory Direct Pricing

Made in the USA

CONTACT US FOR INFO OR PRICING.

OTHER BENEFITS
• Increase Profit & Value
• Cities appreciate Low Impact
Development
• Lower Construction Costs
• Upgrade existing lots – eliminate dust
& mud
• Eco-Friendly Marketing Opportunities
• Fast & Easy to Install

U.S. Pat. No. 8,734,049

TRUEGRIDPAVER.com

|

1-855-355-GRID

More than insurance. Assurance.

TENANT, RENTERS &
COMMERCIAL INSURANCE

PEACE OF
MIND

UNDERWRITTEN THROUGH
AN A.M. BEST RATED

A (EXCELLENT) CARRIER

INDUSTRY
TRUST

OVER 2,700 SELF STORAGE FACILITIES
SERVED NATIONWIDE

HIGH TENANT
COVERAGE

OVER 450,000 UNITS
INSURED

BULLETIN BOARD
TSSA Bulletin Board
What is my investment?

Bulletin Board ads are 2.25” x 2.25”
square and are $75 per insertion for
a black and white square or $125
per insertion for color.
How do I purchase a
Bulletin Board ad?

Contact TSSA at 888-259-4902
or info@txssa.org.

ADVERTISE IN SELF-STORAGE NEWS
The Texas Self Storage Association (TSSA) is the largest state
self-storage organization in the country. With more than 3,900
facilities throughout Texas, and in surrounding states, the TSSA
membership has both buying power and industry influence.

Visit txssa.org today for complete information.
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INDUSTRY NEWS
SiteLink, StorEDGE and
SpareFoot Acquire Select
Merchant Solutions SelfStorage Portfolio

In March, the family of companies
made up of SiteLink, StorEDGE and
SpareFoot announced that it acquired
Select Merchant Solutions’ self-storage
portfolio. As part of this payment processing provider’s acquisition, the SMS
CEO, Ron Park, and his team will stay
on and Chuck Gordon will remain the
CEO of the combined family of companies.
“This is yet another example of how
our team is expanding both the breadth
and depth of our platform to offer the
best solutions possible to storage
industry customers,” says Gordon. “By
bringing on Select Merchant Solutions’
portfolio of self-storage customers, we
will unlock new value for all of our payment processing customers.”

Yardi’s New Software is a
Breeze

OpenTech Alliance Launches INSOMNIACTM SmartDoor

In May, OpenTech Alliance, a developer of smart-connected technology
solutions, announced the launch
of INSOMNIAC SmartDoor, a new
integration for OpenTech IoE. SmartDoor is the first and only self-storage office analytics system, which
provides actionable insights on
consumer traffic and attempted visits by potential customers. To track
activity, the front door has mounted
sensors, which record when a person approaches and when it opens.
SmartDoor tracks the date and time
the door is opened and each time
a customer attempts to enter when

the office is closed. This real-time
reporting enables users to analyze
trends and make important decisions about operations.
“Technology advances constantly, expanding our ability to capture
and analyze consumer behavior
data,” stated Jon Loftin, Vice
President and IoE Product Owner
at OpenTech Alliance. “Built with
an open API that integrates easily
with other applications, OpenTech
IoE’s centralized data and control is
transforming the way self-storage
owners manage their operations to
help them work SMARTER.”

PTI Announces a New Cloud-Based Version of StorLogix

Yardi Systems Inc., which provides
property-management software, introduced its new Breeze program in April.
Breeze is designed for smaller storage
portfolios, and it combines marketing, operations and accounting in one
mobile system. It includes unlimited
live-chat support as well as free phone
support for the first 60 days. “User
experience comes first in Yardi Breeze,”
said Terri Dowen, senior vice president
of sales at Yardi. “It offers the power,
efficiency and accuracy Yardi is known
for in a refreshingly simple platform designed to grow with operators as their
needs expand.”
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PTI Security Systems announced in
April that it added a cloud version of
its StorLogix Cloud software, which
allows self-storage operators to
remotely control and monitor access
to several locations from any device.

It also maintains real-time cloud
backup of all facility data, allows for
automated updates and provides
historical site activity for each tenant. “StorLogix Cloud will continue
the legacy of StorLogix that tens of
thousands of sites have relied on
for several decades,” said Franklin
Young, CEO. “PTI is excited to equip
the self-storage industry with enterprise access control software that
brings the immeasurable benefits of
a cloud-based solution and helps
them build a world-class operation.”

Storage Commander Integrates Software
In April, Storage Commander,
whose cloud-based software allows
for online reservations and payments, announced that its manage-

ment software was integrated with
an online rental program from The
Storage Group called ClickandStor.
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OMC

Open Your Business to a
New Level of Electronic
Gate Service.

2019 IS THE YEAR
TO ADVERTISE IN
SELF-STORAGE NEWS
The Texas Self Storage
Association (TSSA) is the largest
state self-storage organization in
the country. With more than 3,900
facilities throughout Texas, and
in surrounding states, the TSSA
membership has both buying
power and industry influence.

Visit txssa.org today.

GATE SERVICE INC.
INC.
GATE

www.omcgate.com

OMC Gate Service Inc. is dedicated to excellence in every aspect of
the entry business, from installing quality entry systems to professional
prompt technicians. At OMC Gate, we take pride in providing our clients with the
shortest down time possible. Our trained technicians quickly analyze the problem and
recommend the appropriate solution.

Member Since 1987

Unsurpassed Service, Systems and Installation.
$$$ CALL FOR FREE $$$

214-747-GATE

Mention this ad when you call.

(214-747-4283)

®

Tony Pruitt • Doug Hunt

OVER 30 YEARS COMBINED MINI STORAGE EXPERIENCE
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MY PERSPECTIVE
DARREL JOHNSON

CEO & President, Attic Corp. & Affordable Attic Self Storage

Digging for Gold

How one owner finds the strengths and talents
in his employees to set them up for success.
by Tracie Seed, TSSA Director of Marketing & Communications

D

arrel Johnson is a self-proclaimed gold digger. But the
connotations of the term go far
beyond what you might think.
The CEO and president of Attic Corp.
and developer of 10 Affordable Attic
Self Storage facilities across the Rio
Grande Valley has a unique twist on
company culture, including “digging for
gold” in each of his employees.
“Treating our employees like they
are a part of a team is essential to our
business,” he explains. “I believe that
everything starts from the top—what is
important to me is important to our employees. We want them to operate with
good customer service and integrity, so
we treat them in the same manner.” As
the authority figure, Johnson believes
that it is his job to serve his employees,
so they can serve his customers. By
creating an atmosphere of teamwork
and safety, he ensures his staff’s success. “If the troops on the ground aren’t
successful at what they do, then neither
is the company. They know that I will
go the distance for them and I expect
the same from them.” Furthermore,
Johnson encourages his staff to work
autonomously and makes it safe for
them to do so. “I give them a great deal
of encouragement and latitude. If they
make a mistake, rather than reprimand
them, we use it as a teaching tool and
help them learn and grow from it.”
In addition to fostering a collaborative work culture, one of the
most important aspects of Johnson’s
management style is that he instills
confidence in his managers. His first
order of business is to give them the
professional title of “facility directors”
instead of store managers. “Years ago,
it occurred to me that my managers
52

“Years ago, it occurred
to me that my
managers were doing
such an amazing job,
going beyond what I
saw in the industry, so
I changed their title
to facility director,”
he says. “It bestows a
feeling of ownership
and gives them a
sense of self-worth
and confidence that
is reflected in the
amazing job they do.”
were doing such an amazing job, going
beyond what I saw in the industry, so
I changed their title to facility director,”
he says. “It bestows a feeling of ownership and gives them a sense of selfworth and confidence that is reflected
in the amazing job they do.” Johnson
explains that one of his facility directors
was able to earn a college degree while
working for him and chose to stay in
her position because she felt valued.
As a result, she was eventually able to
move up to a position in the corporate
office. “The confidence we instilled
in her helped her succeed not only
academically but also personally and
professionally,” remembers Johnson.
As for being a gold digger, Johnson
prides himself in finding and homing
in on what makes each of his employees special and successful. He says

3

LESSONS
I’VE LEARNED
FROM MY
EMPLOYEES:

“Sometimes I see
things in my employees
that they can’t see
in themselves. It’s
important to be able to
bring that out.”

that he typically hires store clerks or
convenience store managers because
they have the hard and soft skills
needed for the self-storage business.
The number-one quality he looks for in
those he hires is potential. “I’ve realized
that there is gold within each person
and my job is to discover and mine that
gold,” he says. “Sometimes I see things
in my employees that they can’t see in
themselves. It’s important to be able to
bring that out.” While Johnson seeks
to better his employees’ strengths and
skills to help his business succeed, it
is just as important to him to create
something in his facility directors that
they will have for the rest of their lives,
even if it means they are able to move
up their career ladder and leave their
positions. “The gold is something they
will carry with them the rest of their
lives. If they leave, I have the satisfaction in knowing that I showed them the
gold that was in them. It is fulfilling to
see people who initially come to work
for me with low self-esteem grow and
flourish.”
By raising the bar on expectations
for his directors, Johnson is raising it
for himself as a leader; not just by how
he treats his employees, but also how
he rewards them. While he notes that
training his directors well is paramount,
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1. Everyone needs to be valued

and appreciated. That’s a
basic need we all have, and
when we value others, in
turn they will value us. We all
benefit.

2. Each employee is an individual
treasure. As I value them,
I bring out the gold that is
hidden inside.

3. You get what you pay

for. When employees are
paid well, the standard of
excellence is more easily
achieved.
Back row left to right: Darrel, Mike, Azael, Mack
Front row left to right: Dagmar, Justin, Susie

“All my employees
make much more than
they can otherwise,”
he explains. “We train
them to work above
industry standards,
so we pay them above
industry standards.”

Johnson says with that comes paying
them well. “All my employees make
much more than they can otherwise,”
he explains. “We train them to work
above industry standards, so we pay
them above industry standards.” Johnson believes wholeheartedly in also developing achievable goals and bonuses
for his directors, so they have some
ownership in what they get paid. “We
have a number of protocol and stantxssa.org July/August 2019 Self-Storage News

dards we use to ensure quality from our
facility directors.” These opportunities
range from business goals to customer
service standards, giving each director
the ability to earn bonuses.
Johnson is not one to sit on his
laurels behind a desk. He talks the talk,
but, more importantly, he walks the
walk. One way he does this is through
his charitable effort Attic Gives Back.
As part of a Christian group supporting

Africa, Darrel travels there every year
with a team to foster empowerment
in the community, including providing
clean water supplies, raising livestock
and starting cottage industries. “My
passion is to take the company culture
we’ve created and use it to make a
difference in the world. My employees
and customers know that I travel there
every year to do just so,” he says. “It
gives us all a purpose higher than ourselves and adds to the meaning of life.
That belief trickles down to our employees and they are proud that they work
for a company that gives back.”
For Johnson, success as a business
owner is measured beyond dollars and
cents; it is in how well he equips and
supports his employees to succeed.
53

Big Ideas in Storage
Annual Conference
October 13-15, 2019
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The Woodlands Waterway Marriott Hotel
The Woodlands, TX

THE INDUSTRY’S MOST TRUSTED

STORAGE AUCTION SITE

s

10,000+ Auctions Each Month

s

850,000+ Registered Bidders

s

400,000+ Auctions to Date

www.storagetreasures.com
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Managed by OpenTech Alliance

480.397.6503
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NEW MEMBERS
DEVELOPERS
Mark Alloy
Rosharon, TX
Bryan Colby
Com, LLC
Houston, TX
Jim Counts
Pecan Hollow
Fort Worth, TX
Member referral (Paul Parker)
Jean-Michel Duforat
Fort Stockton, TX
Patrick Fluharty
Amsdell Companies
Cleveland, OH
Alicia Harrison
Northlake Corners, LLC
Trophy Club, TX
Member referral (StorEDGE)
Ryan Hodges
Hodges Brothers, Inc.
Crosby, TX
Member referral (Curtis Lindsey)

Geary Blair
B&B Self Storage, LLC
Weatherford, TX
Cresson, TX

John Lammert
Assessment Technologies, Ltd.
San Antonio, TX

Kelly Bowen
Arrow Self Storage, LLC
Ingleside, TX

John McReynolds
Construction Defect Consultants, LC
Houston, TX

Leana L. Clark
Kingwood Elite Storages, LLC
Kingwood, TX

Kathy Rosenthal
Store and Stuff
Sanger, TX

Brian D. Condon
Condon’s Mini-Storage
Beaumont, TX

Papia Santra
Real Triya, LLC
Houston, TX

R. Scott Confer
Mabank Mini Storage
Mabank, TX

Kars Tamminga
Fri-Tex Dairy
Waxahachie, TX

Darin Deaver
Honey Grove Self Storage
Honey Grove, TX

Jason Tuberville
Links Construction
Denton, TX

Perry Donop
Spacesavers II
San Antonio, TX
Universal City, TX

Mark Uhr
Rockport Harvey Housing, LLC
Rockport, TX

OWNERS/MANAGEMENT COS.
Cliff Adams
R & C Adams Investments, LLC
Jacksonville, TX
Storage Center
Tyler, TX
Marco Arrona
M & M Better Storage
La Porte, TX
Harlingen, TX
Member referral (Nicole Charvat)
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Evelyn Fountain
Fountain Interests, LLC
A Star Self Storage
Tyler, TX
Kim Fowler
Salt City Storage
Grand Saline, TX
Keith Gee
Mothership PropCo GSE, TX, LLC
Brookfield MHC & Mini Storage
New Braunfels, TX

Jackie Gibson
Spartan Investment Group
Seattle, WA
Mini West Self Storage, LLC
Corsicana, TX
Chris Goggans
TX Kool Zone
Seven Points, TX
Jason Hall
K&H Brothers Holding, LLC
Pasadena, TX
Spillway Storage
San Leon, TX
Crystal Hartsfield
AAA Storage
Victoria, TX
Philip Howard
Philip Howard DBA H & H Storage
Glen Rose, TX
Michael Kaatz
Mike’s Moving, Inc.
Mike’s Moving and Storage
Bastrop, TX
Risa Kaker
C K Storage
Paradise, TX
Dane Knott
The Storage Center
Ennis, TX
Lori McConathy
Arena RV & Boat Storage
Burleson, TX
Bill Mercy
42nd Street Self Storage
Paris, TX
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NEW MEMBERS
Sabrina Parras
A Gruene Self Storage
New Braunfels, TX
Member Referral (Harry Drought)
Brandon Roeber
BLT Storages
Pearland, TX
Kati W. Rose
Eastland Boat and RV Storage
Eastland, TX
Edward Secor
Secor Four Properties, LLC
Kerrville, TX
Ingram, TX
Angela Smith
Riverview Storage Units
San Saba, TX
Fred Strowbridge
A-1 Holly Storage
Corpus Christi, TX
Whitney A. Wilkinson
North-Lake Storage
Georgetown, TX
Christopher Willis
Freedom Storage
San Angelo, TX
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VENDORS
Brian Baca
Advantage Construction, LLC
Richardson, TX
Andi Bawcum
AmTrust Title
Houston, TX
Brandt Carter
StorInsure Self-Storage Insurance
American Fork, UT
Bill Ford
DoorSwap Software
Starkville, MS
Derek Gariss
Strategic Risk Alternatives
Meridian, ID

Spencer Turner
Connectionz Facility Services
Houston, TX
Member Referral (Amazing Spaces)
Kim Vavrek-Odom
BBG Assessments
Houston, TX
Chris White
Eco Roof and Solar
Austin, TX
Hunter Wright
Riverway Title
Houston, TX
Isela Zermeno
Riverway Title
Houston, TX

Drew Heape
Ashton Commercial Construction
McKinney, TX
Chad Miller
Tag-A-Room
San Antonio, TX
Clay Morrison
Morrison & Morrison, Inc.
League City, TX

Some new members listed here are pending
approval by the TSSA Board of Directors.
For membership information, visit txssa.org.
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Quality & Integrity
Foremost Since 1985
12 - Time
Facility of the Year
Award Winner

www.capcosteel.com

www.capcogc.com

210.493.9992

