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INSIGHTS
CTSSA Government Relations
Success
Regulations Pass, Abandoned Vehicle Procedures Available
to Self Storage Facilities
by Andrew E. Markowski, Esq

O

n October 26th the Connecticut
legislature’s Regulations Review
Committee unanimously
approved a set of regulations
issued by the Department of Motor
Vehicles which for the first time, creates a
procedure by which self storage facilities
can legally dispose of or transfer title to
abandoned motor vehicles. This success is
the result of a more than two year effort on
the part of the CTSSA and their
government relations team which
contained multiple steps, including various
meetings and conversations with officials
from the DMV and members of the
legislature. Ultimately, the CTSSA was able
to convince the DMV of the need for such a
procedure, convince the legislature to pass
a bill which required the DMV to adopt
regulations to address the issue, and work
with the DMV to develop regulations that
would be workable and met the concerns
of both the industry and the state alike.
The end result of this multiyear effort
was a major legislative and regulatory
victory by the CTSSA in response to a
vexing issue for its members. For more
information on the new procedure
available to self storage facilities, please
visit the state Department of Motor
Vehicles website at www.ct.gov/dmv
and then enter “self storage” into the
search box.

New Faces In State Government
When the Connecticut General Assembly
opens the 2011 legislative session, there will

be many news faces in the chamber and a
new Governor will be presiding over the
state. In the November elections, several
incumbent legislators were defeated, and
several open seats were filled. In the state
house, the Republicans gained at least 14
new seats, bolstering their ranks to 51,
while the Democrats will occupy 100 seats.
In the state senate, the Republicans gained
at least one new seat, bolstering their ranks
to 13, while the Democrats will occupy
23 seats. Meanwhile, the majority caucuses
in both chambers retained their top
leadership positions; with Sen. Donald
Williams (Brooklyn) being reelected
President Pro Tempore in the senate, and
Rep. Christopher Donovan (Meriden)
being reelected Speaker of the House.
Sen. Martin Looney (New Haven) was
reelected as the Majority Leader in the
state senate, and Rep. Brendan Sharkey
(Hamden) will be the newly elected
Majority Leader in the state house. u
Andrew E. Markowski, Esq. is a lobbyist
with Gara & Markowski, LLC, a Connecticut
government relations firm, and serves as
CTSSA’s lobbyist at the state capitol.
If you have questions on how pending
legislation or regulations could impact
your business, or if you would like more
information, please contact him at: (860)
707-3620 or markowski@gmlobbying.com.
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FROM THE PRESIDENT

Success at the
Mohegan Sun
by J.R. Clisham, President
By all accounts our annual
conference at the Mohegan
Sun was a total success. The
speakers and panelists did
a tremendous job. The
attendance was the largest we have ever
had, and this made for great networking
opportunities. The venue at the
Mohegan Sun Hotel and Casino was
gorgeous. Finally, and most importantly,
it was a rewarding experience for both
our members and vendors. I would like
to thank all those who attended as well as
all of those who made this event possible.
Next on the calendar is our Winter
Conference. This will be held in Meriden
at the Four Points Sheraton on February
10, 2011. The topic that day will be The
Ins and Outs of Self Storage Marketing.
We have several speakers lined up with a
panel of storage facility owners sharing
their marketing successes and pitfalls.
We think this be a wonderful
educational session as well as a great
networking opportunity. We look
forward to seeing you there.
I also want to update you on our
legislative efforts. I am happy to say
that after presenting our position to
the SSA Legislative Committee and
representatives from the four national
REITs in Chicago on November 4, 2010,
we received a financial contribution that
will help in our effort to reform our lien
law here in Connecticut. Most notably,
Continued on page 2
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we want to get rid of the certified mail and newspaper notice requirements. While the
contribution from the Legislative Committee certainly helps, we still need the
support of our members. Soon you will receive a mailer detailing the savings that you
will realize if our efforts to reform our lien law are successful. I ask you to please give
that mailer serious consideration.
Finally, as we look back on 2010 from a business standpoint, I think that most of us
may not have the fondest memories. However, I do think that for most of us the
bleeding has stopped and I hope that most of us now feel that we are getting back on
solid ground. I know that your Board of Directors is looking to build on successes
from 2010 such as the DMV legislation and the Annual Conference. It is my sincere
hope that all of our members can also build on their own successes from 2010 and
have a more prosperous 2011. u
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CUSTOMER SERVICE

Your Customers Are Over You
50 Facts That Have Changed the Game
Not Only is the Economy Different…
We were meeting for a business lunch in a
local restaurant. There weren’t many
people there when we arrived. A small
group of people were ahead of us in line at
the check-in stand. The head waiter asked
how many…”Eight,” came the response.
“We have a reservation.”
The server asked for their name. “Darryl:
Party of eight.” The answer wasn’t what
Darryl expected. “Well I have two reservations for parties, none of them for ‘Darryl:
Party of eight.’” came the sarcasticallytoned answer. Darryl answered, “We made
the reservations two weeks ago.” Well my
registration book shows no “Darryl” and
no “party of eight.”
It was Noon and the restaurant was almost
empty.
Darryl said in a disappointed voice, “I am
sure I called in a reservation two weeks
ago.” Again, “Well my book shows no party
of eight.”
There was a long pause that everyone felt
uneasy about…
“Would you like me to seat you anyway?”
Duh!!!
A relieved Darryl said, “Sure.”
My companion turned to me and said,
“Was that totally necessary? Why did poor
Darryl have to hear all that? Couldn’t the
server just say, ‘I am sorry that I don’t have
your reservation here, but that’s no
problem, we can seat you any way.’?”
The frustrated group went into the almost
empty dining room and took their seats.
They didn’t look satisfied. You could
tell this was their last meal at this place.
Can you blame them?
This is a symptom of careless business
practices that you and I are less patient with

today. Customer service isn’t knocked out,
but it’s on the ropes in many cases. It’s a
different world now. We are not going to
“recover,” as it were. We can’t go on the way
we did when business was booming two
years ago. One thing is certain:
We’re going to have to reinvent the way we
do business if we want to stay in business.
And you can be part of that, or wave as it
passes you by.
Business and customers are different
today than they were just a short while
ago. The new normal has changed. Here
are some examples of “different” on the
business side. Car dealerships, banks,
health care institutions, credit unions,
construction companies, landscapers,
real estate agencies, mortgage brokers
and lenders, contractors, media institutions, radio stations, book stores, stock
brokerages, insurance companies and
residential housing have all reinvented,
revised and restructured their business
models – and that’s just the tip of the
proverbial ice berg.

We’re Not Gonna Take It!
Customers are different today than they
were just two years ago. Your customer is
savvier than ever before. He/she knows
more, is more adept at finding information
and has far less patience with poor treatment. The business game has changed and
the customer is dictating what is and isn’t
relevant in business.
Also, he/she:
1.	Is OVER your lame recorded hold
message.
2.	Is OVER you telling them what the day
is or when you will be back – when both
are incorrect.
3.	Is OVER you telling them that you will
call right back…and you don’t – ever.
4.	Expects someone to answer the phone
when he calls who can actually HELP.
5.	Expects, NO demands the truth.
Nothing less.
6.	Will not be buying on credit as much
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by Jim Mathis, CSP
as before.
7.	Will not be buying a car the same way
they did before.
8.	Will not be buying a home the same way
they did before.
9.	Is SCANNING internet web sites – not
reading your lengthy copy meant for
readers.
10.	Is online – checking out your website
– and all of your competitors’ websites.
11.	Is online buying tickets, hotel rooms,
books, computers and just about
everything without talking to a sales
person ever in the process.
Editor’s note: This is becoming more
prevalent in self storage. Be sure to
provide the data a customer needs to
make decisions.
12.	Is socializing – telling everyone what’s
happening in their world.
13.	Is Tweeting, FaceBooking, and
Linked-In connecting. Social media is
the flavor of the month/year/decade.
14.	Is blogging about his experiences with
you, for the world to read (Dell, are you
listening?).
15.	Is YouTubing about his experiences
with you for the world to watch – by the
millions.
16.	Is Googling, not yellow-paging/
yellow-booking.
17. Is texting, texting, texting.
18.	Is more conscious of green technology,
organic foods and will pay more to be
environmentally sound.
19.	Is using their smart phone to do
banking, score-keeping, home security
checks, and almost anything they want.
Editor’s note: consider having a mobile
version of your web site in addition to the
regular rich graphic version.
20.	Expects and is on WiFi in their hotel
room, on the plane, in Starbucks, at
Barnes and Noble and at their home.
21.	Is getting most of their news online or
from their smart phone.
22.	Is purchasing after midnight – more
often than ever.
23.	Is looking for ease of doing business
Continued on page 4
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with you – with as few clicks or minutes
on hold or in line as possible.
24.	Doesn’t care if you have company
policies that favor you, not them.
25.	Is value oriented, but will look to price
as part of the decision if you don’t give
them superior value.
26.	Is uncertain about the security of their
income, their job and future more
than ever.
27. Wants a relationship.
28.	Is looking to CONNECT with your
product, service or company, not just
get meaningless communication.
29.	Holds you to your word now more
than ever.
30.	Wants, needs, and expects GREAT
service after the sale.
31.	Does not want to wait for anything or
anyone.
32.	Is looking for ideas and answers. Not a
sales pitch.
33.	Can check your price and your facts in
two seconds or less on Google.
34.	K nows as much about your product as
you do.
35.	K nows MORE about your competitor’s
product than you do.
36.	Can pay right now IF you can take a
credit card online – but only in a few
short clicks.
37.	No longer trusts the institutions they
used to trust – big banks, government
institutions, etc.
38.	Needs to be understood and feel your
sincere concern – not just being told it
off a cheat script.
39.	W hile you are qualifying them, they are
qualifying you.
40.	Is going to decide somewhat slower.
They’ve been hesitating for more than
a year.
41.	Goes to Craig’s list or Angie’s list or
Google or their friends, or anyone else
but you for referrals...UNLESS you have
video testimonials online.
42.	Will NOT be doing business the same
way it’s been done before. Period!

You’re Fired!
This begs the question: How are you
punishing your customers for doing
business with you?

What are they having to do that is not being
well-received or is chasing them to your
competition? Do they have to wait in long
lines, press endless buttons through voice
mail loops, state their names five or six
times to a machine that keeps saying, “I’m
sorry, I didn’t quite get that.”? My cable
television and internet company made you
enter your telephone number AND
account number before you are allowed to
speak to a live person...who then asked you
for the same information. “We don’t know
why it asks you that, because it doesn’t give
us that information.” But they quit doing
that to me earlier this year.
Want to know why they quit doing this to
me? I fired them. Yes. Your unhappy
customers can and WILL fire you.
As the new world of work dawns, customer
values dictate the benchmarks in services
and products. It is most important, then
that the relationship built between your
company and the customer is strong and
built on trust. What consumers have to say
about you will determine whether you stay
in business or not. Wal-Mart founder, Sam
Walton said, “There is only one boss: the
customer. And he can fire everybody in the
company from the chairman on down
simply by spending his money somewhere
else.” Some companies get this, while
unfortunately, others don’t.
Here are some questions to ask yourself
as you begin the reinvention process:
1.	What path are we fixated on because
we assume it is the right one?
2.	What ideas or opinions do I have

to change?
3.	How can I make things better, faster
and more efficient?
4.	How can I research my ideas without
spending a lot of money up-front?
5.	What mistakes are we making that we
can benefit from?
To begin reinventing your customer
service, you have to first check yourself and
your own values. Are they contemporary
with what is going on in the world of today?
Are they in line with creative and innovative thinking? Are you open to new ideas
from your own people? How do you reward
innovation in your organization? Are you
dictated by a desire to never fail, or only fail
at no cost? Who is the most important
person in your company? Is it your
customer?
What does your customer expect and are
you giving it to them? Are they OVER
your out-dated, ancient and traditional
service? u
Jim Mathis, CSP is The Reinvention
Strategist, an international Certified
Speaking Professional and author of
Reinvention 101. To subscribe to his free
personal and professional development
newsletter, please send an e-mail to:
subscribe@jimmathis.com with the word
SUBSCRIBE in the subject. An electronic
copy will be sent out to you every month.
For more information on how Jim and his
programs can benefit your organization or
group, please call (888) 688-0220, or visit
his web site: www.jimmathis.com.

There is strength in numbers.
If you know someone in the industry who
should be a member but isn’t, forward their
contact information to the office.
Call (860) 228-3624 or e-mail ctssa@ctssa.org
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STORAGE NEWS

SIMI: Storage Investment Management, Inc.

S

torage Investment management, Inc., (SIMI) announced
its 3rd quarter 2010 operating results for 31 facilities
owned and contract managed from the mid-Atlantic states
to New England.

Occupancy grew 78 basis points compared to same quarter last year.
Same store sales rose by 204 basis points compared to same quarter
last year. Expenses have decreased by 23 basis points, and Net
Operating Income (NOI) rose by 446 basis points compared to same
quarter last year.
YTD same store sales rose 251 basis points compared to YTD 2009.
Operating expenses have decreased by 401 basis points and NOI
rose by 605 basis points compared to same quarter 2009.
Same store sales increased primarily through a reduction in tenant
concessions and an increase in occupancy and stronger rates. Net
Operating Income increases are attributable to on-going expense
reductions along with an increase in revenue.

SIMI is a boutique management company with decades of
self storage management experience
If your self storage facility is not performing to your satisfaction, please call Bryce Grefe @ 781-335-1604 to discuss how
your facility’s performance can be improved. u
www.SIMI.org

Member’s Share

Submit your news item, funny story or
best practice with other members. Send
your item to ctssa@ctssa.org with
“CTSSA News Item” in the subject line
and your story or item either attached as
a Word doc or as the e-mail message.

2011 Events
January 31 – February 3, 2011
SSA, Winter Executive Ski Workshop
Steamboat Springs, CO
www.selfstorage.org
February 10, 2011
CTSSA Marketing Conference
FourPoints by Sheraton, Meriden, CT
www.ctssa.org
April 5 – 7, 2011
Spring Convention and Trade Show
The Westin Hotel in Charlotte, NC
www.selfstorage.org
May 18 – 19, 2011
Northeast Tradeshow
Sturbridge Host Hotel, Sturbridge, CT
www.maselfstorage.org

Big or small, successful
self-storage businesses start here.
DESIGN. MANUFACTURE. ERECT.

Free educational seminars in 2011:
• Austin, TX February 8
• Fort Wayne, IN March 3
• Manchester, NH May 3

• Toronto, ON September 20
• Wilmington, DE October 25

See our web site for a
complete list of locations

www.trachte.com • 800.356.5824
ISO 9001:2008 & CSA A660-04 CERTIFIED
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NETWORKING

The Value of Networking
Like a Trip to a Mega Retail Store

by Charlie Fritts
determine which financing or refinance
options may be available and what terms
they are presently offering. You will also
often meet others in your market that may
offer free advice about a market or
recommend the professional or vendor
they feel might be most knowledgeable
or best suited to assist you.

S

o what is this “Networking” that I
hear about all the time? Networking
is defined by Webster’s Dictionary
as “the exchange of information or
services among individuals, groups or
institutions; specifically: the cultivation of
productive relationships for employment
or business”.
I like to think about networking as similar
in some ways to a trip to a mega-retailer.
If I am in the market for a product I would
like to visit a place where I can efficiently
see and evaluate many options. Just as the
mega-retailer will offer 40 different TV
sets to choose from plus expertise to
demonstrate or explain the product,
networking works much the same.
Whenever I attend a networking event
I have the opportunity to speak and
consult with others in my business as well
as multiple professionals in fields such as
real estate, finance, insurance, building &
door manufacturers, software and more.
Why should I wish to participate in
Networking and why consider this
important or valuable? The reasons why

it is valuable are also the same reasons
why you should consider it important.
Networking is a great opportunity to keep
in touch with the news, events and
educational opportunities within a group
you are interested in. Since you are reading
a self storage newsletter we’ll assume you
are likely involved in this industry in some
capacity, perhaps as an owner, prospective
investor, manager, professional or vendor.
For those readers who actively invest,
manage or work within the self storage
industry your primary take home value in
networking will be the opportunity to
learn more about your industry, learn what
trends are becoming dominant or fading
away, learn the effect and impact of new
legislation, learn what efforts the various
associations are making to introduce new
legislation or deflect potentially negative
legislation.
If you are a potential investor or owner you
will have access to many professionals and
vendors who can help you to identify a
good location, find a property for sale,
assist you in selling your property,
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Those managers and property staff
attending self storage networking events
will have many opportunities to learn from
the frequent educational presentations and
from interacting with others. Often one
can learn about “best practices” which in
the business world means the most
effective and or efficient method of doing
something. It never hurts one’s image to
return from an event and inform your
supervisor of something important you
learned or suggest a better method of doing
something. Those seeking advancement or
positions may find networking will often
expose them to other storage owners and
operators in a beneficial face to face
opportunity. What could be better than
chatting with a prospective employer over a
luncheon? It may also be an opportunity to
learn that a competitor plans to sell their
property or expand.

Where Are The Best Sources For Me
To Network?
For starters because the storage business
functions within a relatively small and
local area you should think locally for a
source to network within. Here in
Connecticut we are fortunate to have an
excellent statewide self storage
organization known as the Connecticut
Self Storage Association (CTSSA). The
CTSSA conducts regular meetings and
events in various locations around the state
all year round. The official newsletter,
“Insights” and web site http://ctssa.org
will keep you informed of the dates and
locations of those events. They are also a
great source for industry news updates.
The CTSSA Board of Directors through
their association with our professional
lobbyist, Gara & Markowski keep close tabs

on the legislature. I am always amazed at
the number of proposed bills that could be
detrimental to the owners and operators in
this state. Fortunately we have a solid track
record of effectively communicating our
concerns or suggestions to alter proposed
legislation.

Orleans, etc. They also offer some regional
programs plus have a library of printed
materials available for members. Members
receive a monthly newsletter called the
SSA Globe Magazine.
Other industry networking opportunities
are available from organizations such as
Inside Self Storage www.insideselfstorage.
com which not only publishes the
magazine by the same name but also
conduct national trade shows and
conferences also at destination cities and
free webinars.

On a larger scale the national Self Storage
Association (SSA) http://selfstorage.org
provides similar networking opportunity
as do the state associations only on a larger
national basis. The CTSSA is affiliated
with the SSA and both groups work
together for the best interests of storage
owners and operators. The SSA offers at
least one national conference and trade
show annually. These are often in great
destination cities such as Las Vegas, New

The best way to maximize your benefit
of networking is by participation. Join the
CTSSA today so you can be sure you are
always “in the know” about news and

events. Then to further enhance your
membership – get involved! Join a
committee; help at events, verbally
promote the association to others you
know in this industry. I am absolutely
certain the experience and education you
take away will be well worth your time
and the small investment in dues.
In closing, I suggest the question you
should ponder if you are not a member of
the CTSSA is what am I missing? My
response to you is – MUCH MORE THAN
YOU CAN IMAGINE! u
Charlie Fritts, CPM / Chief Operating
Officer – Storage Investment Management,
Inc. You can contact Charlie via e-mail;
charlie@simi.org.

GET YOUR STORAGE
BUSINESS ON YOUR
OWN U-HAUL TRUCK.
®

®

10',14',17'
Trucks Available
SM

CO-BRANDED STORAGE TRUCK AGENT RENTAL
PROGRAM

Whether in use or on display, your truck makes
you more money and billboards your business too!
Learn more at uhaul.com/dealer

Investment Cost .................................. $0
Insurance Liability .............................. $0
Licensing Fees .................................... $0
Repair/Maintenance Fees .................. $0

Profit ...................................... $2,500*
*Typical annual commission of a Co-STAR truck.

THE VALUE OF A

DEALERSHIP
CTSSA-11-10

©2010 U-Haul International
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CTSSA

Connecticut Self
Storage Association
17 Rivendell Road
Marlborough, CT
06447-1260
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CTSSA Annual Conference Exceeds Expectations

Learning - Sharing - Connecting
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