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FROM THE PRESIDENT

F

Well, it is time for my Swan Song! This
President’s Message is my last as your
president and my emotions are mixed as is
normal for anyone who has been passionately committed to anything. Clearly, it
would have been easy to continue in this
office but that would not be in the best
interests of the organization. President for
life always leads to stagnation and we sure
do not want that. Change is good in these
types of organizations and it is especially
good when we have a very capable candidate to take over and we do. Morgan
Hanlon will do a great job.

By Lynch and Associates, MASSA Lobbying Firm

resh off a decisive victory in a
campaign in which he offered few
new substantial policy proposals,
Governor Deval Patrick
identified job creation, education, and
lower health care costs as the centerpiece of
his “ambitious” second term agenda.
Patrick said he also plans to pursue an
increase in the state’s retirement age, fold
the state’s scandal-plagued Probation
Department into the Executive Branch,
and seek to invest additional state pension
funds in the Massachusetts economy. It is
anticipated that there will a variety of
personnel changes in the Executive Branch
before and shortly after the New Year, as
per the norm for a re-elected Governor.
Among immediate concerns is the
fiscal health of the Commonwealth.
Governor Patrick has stated that he hopes
a looming budget deficit will be solved
mostly through projected “growth”
in the economy (tax collections have
recently exceeded benchmarks). Jay
Gonzalez, Secretary of the Executive
Office of Administration and Finance,
identified the repeal the state sales tax on
alcohol (Question 1), effective January 1,
as an initial item of concern due to its
impact. With an estimated $46 million
loss of revenue in the last six months of
the fiscal year, and a $110 million loss
expected in the next fiscal year due to
Question 1’s passage, the Commonwealth
will need to identify how to replace this
revenue. On a positive note, Massachusetts
has already collected $413 million in
revenue above estimates for this fiscal
year. As reported widely, the two other
ballot questions to reduce the income tax

Among immediate
concerns is the
fiscal health of
the Commonwealth.
and repeal the 40B law were defeated
soundly.
While Republicans were unable to seize the
national wave of anti-incumbency in the
other constitutional offices or the
Massachusetts Senate as well, they did fare
well in the Massachusetts House of
Representatives. In picking up at least 15
seats, Republicans doubled their presence
in the lower chamber. Among the
incumbents who lost their seat in the
House were: House budget committee
vice-chair Rep. Barbara L’Italien of
Andover, Rep. Allen McCarthy of
Abington, Rep. Mark Falzone of Saugus,
Rep. Bill Bowles of Attleboro, Rep. Steven
D’Amico of Seekonk, Rep. Jennifer
Callahan of Sutton, Rep. James Fagan of
Taunton, Rep. Matthew Patrick of
Falmouth and Rep. Paul Kujawski of
Webster, Geraldo Alicea (D-Charlton),
Rosemary Sandlin (D-Agawam) and
Danielle Gregoire (D-Marlborough);
although there is some question as to
whether these results will be challenged.

Change Proves to be Good

At the end of every meeting I like to ask
“What did we do right, what did we do
wrong.” Tom Brady does the same thing
after most plays, especially the ones that did
not go so well. So it seems valid to take a look
at the objectives that I outlined in this column
back in February of this year; Here we go:

Republicans also captured three House
seats held by outgoing Democrats: David
Flynn of Bridgewater, who is retiring;

1. Enhanced communications through
regular newsletters. Done. We have a
great one. Lorna Bolduc, our executive
director, was and is a great asset here.
2. Provide regular membership meetings
with first class educational content.
Done with more coming. Working with
Connecticut on this has been very helpful.
3. Evaluate the need for a lobbyist. Done.
We hired Lynch Associates and are filing
lien law modifications in January, 2011.
4. Establish an active and committed
membership committee. Done. Dave
Hallenbeck and Frank DeBaggis are a great
team and are committed to the mission.
5. Evaluate the pros and cons of a MASSA
affiliation with SSA. Done. We did
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MASSA Board of Directors
2010 Board and Committee Rosters
President
Mike Gardner
Castle Self Storage
Union Street Management
251 Union St., Braintree, MA 02184
781-848-7585; 781-710-2501 cell
unionstmgnt@aol.com
Vice President
Charlie Fritts
Storage Investment Management, Inc.
40 Lily Brooke Court, E. Amherst, NY 14051
716-689-7377; 716-583-0419 cell
charlie@simi.org
www.simi.org
Secretary/Treasurer
Morgan P. Hanlon
Stiles Lake Investors, LLC
426 West 58th St., #5, NY, NY 10019
646-649-2586; 201-747-3494 cell
morgan@stileslakeinvestors.com

2011 MASSA OFFICERS AND DIRECTORS
PRESIDENT
Morgan P. Hanlon (2011)
Stiles Lake Investors, LLC
426 West 58th St #5
New York, NY 10019
646-649-2586
201-747-3494 cell
morgan@stileslakeinvestors.com

DIRECTORS
Frank DeBaggis (2012)
Affordable Self Storage
76 Fourth Street
Pittsfield, MA 01201
413-443-5178
413-443-3570 home
fdebaggis@aol.com

VICE PRESIDENT
Charlie Fritts (2011)
Storage Investment Management, Inc.
40 Lily Brooke Court
East Amherst, NY 14051
716-689-7377
716-583-0419 cell
charlie@simi.org

Jim DiNardo (2011)
J. DiNardo Consulting
129 High Street
Reading, MA 01867
617-966-8278
jimdinardo@comcast.net

SECRETARY/TREASURER
Steve Tranni (2011)
Stor-U-Self
55 Cambridge Street
Burlington, MA 01803
781-272-2822 x16
stranni@storuself.com
PAST PRESIDENT
Mike Gardner (2011)
Union Street Management
251 Union Street
Braintree, MA 02184
781-848-7585
781-710-2501 cell
unionstmgnt@aol.com

Directors
Frank DeBaggis
Affordable Self Storage
76 Fourth St., Pittsfield, MA 01201
413-443-5178
fdbaggis@aol.com

Dave Hallenbeck (2011)
Safe Storage Mass, LLC
901 Crane Street
Pittsfield, MA 01201
413-236-9009
davidjh2009@yahoo.com
Michael Kane (2013)
Ashland’s 126 Self Storage, Inc.
162 Pond Street, Suite A
Ashland, MA 01721
508-881-8550
508-641-1900 cell
mg.kane@verizon.net
Connie Neville (2012)
Sperry Van Ness | Commercial Realty
296 Bedford Street
Lexington, MA 02420
781-372-7221
nevillec@svn.com

MASSA held it’s first
“un-meeting” on November
10, 2010 at Firefly’s BBQ
in Framingham. From left:
Joe Mendola, NAI Norwood
Group; Bryce Grefe, Storage
Investment Management,
Inc.; and Connie Neville,
Sperry Van Ness |
Commercial Realty were
among the 20+ people who
attended the event.

Dave Hallenbeck
Safe Storage Mass, LLC
901 Crane St., Pittsfield, MA 01201
413-236-9009
davidjh2009@yahoo.com
Curtis Sweet
A Plus Self Storage
15 Hale St., PO Box 1, Haverhill, MA 01830
978-372-4573
curt@aplussselfstorage.com
Executive Director
Lorna M. Bolduc, CAE
Massachusetts Self Storage Association
17 Rivendell Rd.
Marlborough, CT 06447-1260
617-600-4481
860-228-1337 fax
lbolduc@maselfstorage.org
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Barry Finegold of Andover, who won
election to the State Senate, and William
Greene of Billerica, who is also leaving
the Legislature. A fourth seat held by
Robert Rice is destined for the Republican
column as well.

affiliate and are a better organization
for it.
6. Provide advertising discounts to our
vendor members. Done.
7. Run the largest and best trade show in
the Northeast. Done, splendidly. Our
show is now one of the most respected
self storage shows anywhere.
8. Increase trade show attendance to
provide better value for exhibitors.
Done. The attendance at this year’s
show was the best ever.
9. Take a more regional approach with
other New England self storage
associations. Done with more to do.
10. Have some fun as an industry group.
Done. The networking at the Trade
Show cocktail parties was great. The
recent time at Firefly’s was a lot of fun
and the camarardie and networking
was a good time.

Republicans lost one of their Senate seats
vacated by Senator Richard Tisei, who ran
from Lieutenant Governor with Charlie
Baker. Democratic Representative
Katherine Clark won that seat.
As the 2011-2012 legislative session
commences, early items of consideration
are thought to be the gaming legislation, a
transportation bond bill and health care
payment reform. Leadership positions will
be determined in January and February
with Speaker Bob DeLeo and Senate
President Therese Murray anticipated to be
named the leaders of their respective
branches. The Legislature will continue its
informal sessions until the new legislative
body is sworn in on January 2nd. u

There is
strength in
numbers.

Help us grow
our membership
by referring nonmembers.

For more information
call: (617) 600-4481
or e-mail Lorna:
lbolduc@maselfstorage.org

WOW! We did do a lot of things right and
the Board of Directors and the officers and
every MASSA member have every reason
to look back at all of these accomplishments with heads held high. What did we
do wrong? I don’t know but I’m sure we did
some things not as well as we might have.
We were both busy and committed, that
is for sure.
Now what? We are in the process of filing
legislation in the General Court of
Massachusetts which will, when we get it
passed and we will, put real dollars back
into the pockets of every operator, big or
small, through reduced auction advertising
expense. We are actively watching every bill
filed in legislature which would affect your
ability to earn a fair return on your
investment. Will this be easy? No way!
We will all need to be together on this.
How can you help?
1. We are going to need your help with
dollars to finance these legislative
efforts. We will be in touch as the
program advances.
2. It is extremely critical that we know
which elected officials you have
relationships with. These relationships
can frequently be converted into votes
when the time is right.

The MASSA Advantage • Page 3

It is critical that we
know which elected
officials you have
relationships with.
These relationships can
frequently be converted
into votes when the
time is right.
Please fill out the legislative survey on
page 6 and return to the office.

3. The time will come when we will need
to go to the state House and lobby our
cause. When that time is upon us we
will be in touch.
We will continue to develop educational
programs of value and speak out about
issues important to our industry.
Finally, I would like to personally than all
of you for the opportunity to serve as your
president. Many thanks to all the directors
and officers who played a significant role in
the rebirth of MASSA. Charlie Fritts and
Morgan Hanlon both deserve special
thanks and recognition for their hard work
and for the courage to accomplish change
and make progress. That is never an easy
road to popularity but both of these guys
were willing to step into the line of fire
during the rebirthing process. We are all
better off because of what they did.
I will continue on with MASSA activities
and your past president and work on our
legislative agenda in the future. I look
forward to victories.
All the best,

Mike Gardner
President

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.
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by Jim Mathis, CSP

5.	Expects, NO demands the truth.
Nothing less.
6.	Will not be buying on credit as much
as before.

Customers are different
today. Your customer 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.
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
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
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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
ABOUT THE AUTHOR

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.

LEGISLATIVE SURVEY

Who Do You Know? Where Do You Have a Say?
As we prepare for an active 2011-2012 legislative season, it is important we’re
prepared to make personal contact with legislators on key issues. Legislators listen
to their constituents so the towns in which you own businesses and where you
live is important information. In addition, any personal relationships you have on
Beacon Hill may also be helpful as we pursue legislation to improve the self storage
business environment in our state or as we oppose legislation that is unfavorable.
Please take a minute to fill out this short survey and return it to us by fax at
860-228-1337, by e-mail at lbolduc@maselfstorage.org or by mail to MASSA,
17 Rivendell Road, Marlborough, CT 06447-1260

Your First/Last Name:
Your MA Residence Town/City:
Your MA Business Locations Towns/Cities:


Name(s) of MA Legislators that you know:

Name(s) of other Beacon Hill contacts that you know:

Best e-mail address for legislative alerts:
Manager/staff e-mail addresses for legislative alerts:


Thank you.
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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 massa@maselfstorage.org with
“MASSA 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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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

DEALERSHIP
©2010 U-Haul International

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

THE VALUE OF A

MASSA-11-10

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

