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People are motivated for their reasons, not you3rs. Dangling a carrot
may not always work. Follow these
four proven action steps to achieve
bottom-line results with your sales
team.
I used to get tired of trying to
get my people to do what I wanted
them to do. They always had what
appeared to be legitimate excuses
why they didn’t get the job done
on time, or why it wasn’t their fault
when something went wrong. I
used to think I couldn’t find good
help anymore. Or maybe people
don’t care about doing a good job
anymore. Or, it seems nobody will
take charge, be responsible or accountable. I thought I was the only
one who could do the job right.
Perhaps you feel the same some
days.
People Are Different Than You
There is a better way to build
your business with the people you have.
You can get them motivated, all on the
same page, and working like a winning
team with common goals, drive and
excitement. First, successful business
owners and managers know their people are different than them. They realize
employees are not motivated in the same
way they are. People have different life
experiences, backgrounds, beliefs, needs,
goals and personal pressures. Most people
don’t think the same as you do. They have
different personalities and will act and react differently than you in most situations.
Everyone won’t do things exactly the same
way you do with the same intensity. And
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just because you pay employees a good
wage doesn’t mean they’re going to work
their fanny off for you.
Younger workers today can be very different, as well. They like continuous learning and personal growth in their careers.
They don’t like dead-end jobs without
advancement in sight. They often think
they can do your job better than you can.
Their loyalty is to themselves and what you
can do for them. But, they also want to
participate in major decisions. They want
balance in their life and would rather go
home early than get overtime hours. Work
is not their number one priority as they
See MOTIVATE, Page 3

This year is moving along at an incredible pace. It seems we just finished
one of the worst winters in a while and
now we are suddenly into the early
part of the summer season. Now is a
great time to service HVAC equipment
and change filters before the really hot
weather arrives. It’s also a time when
activity on site picks up significantly, so
be sure you have completed your routine gate maintenance of lubrication,
tightening drive chains and checking
belts for wear. While you are outside
take a close look at the landscaping. Is it
attractive and welcoming, or has winter
taken a toll?
The storage business is really good
and improving. Occupancies are
growing steadily while discounts are
disappearing. Keep expenses under
control and we have a great winning
combination. By the way, if your trash
contractor or other service contractor
has a “fuel charge” on the bill, make
them take it off as fuel is cheap now.
We understand time is valuable and
storage staffing is usually pretty lean,
making it difficult to travel to meetings.
We have provided several opportunities
this year to attend webinars on various
subjects. These have been well attended
and can be viewed anywhere via the
Internet. Keep up with events at ctssa.
org. If you have suggestions for future
educational topics, please let us know.
Charlie Fritts, CPM
President, CTSSA
CHARLIE FRITTS can be reached at
(716) 689-7377 or charlie@simi.org.
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Storage Asset Management Expands in Georgia
Storage Asset Management, Inc.
(SAM) has been awarded two new
self-storage management contracts
to kick off the second quarter of
2015. SAM will now manage Small
Spaces Self Storage in Fleetwood,
Penn; and Lookout Self Storage in
Rossville, Ga. These are the fifth and
sixth management contracts that
SAM has been awarded in 2015 and
its first managed facility in Georgia.
Small Spaces Storage is a new
21,575-square-foot facility with
183 total units. The gated and
fenced facility features temperature
controlled units and drive-up
accessible units, along with the
ability to rent a storage unit online.

WELCOME NEW MEMBER
Nancy Martin Wagner, Chateau Products, Inc., Bradenton, FL

RICHARD BETTENCOURT Northeast Regional Manager
The Rabco Corporation | North American Roofing
1763 Wellington Street, Dighton, MA 02715
508 269 9866 | Dick@Rabco.com
www.Rabco.com

DESIGN. BUILD. ERECT.

Mike Larson
608 327-3128
mlarson@trachte.com
www.trachte.com
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Lookout Self Storage is comprised
of 458 temperature-controlled units.
Each unit has its own light, and the
facility features the ability to reserve
a storage unit online. Lookout Self
Storage was previously an office
building that has been converted
into a self-storage facility.
Alyssa Quill, VP, says “We are
very excited to add two additional
facilities to our portfolio of managed
properties, and especially to expand
into Georgia. Our whole team looks
forward to a long relationship with
the owners and using our proven
strategies to lease up the facilities
and increase the value of these
assets.”

800 356-5824

MOTIVATE, From Page 1
value family and friends more than their
job. It is your job to discover each employee’s differences, what makes them tick, and
help them achieve their goals in order for
you to reach your business goals.
The Motivational Problem is You
Years ago, I went through 14 secretaries over a two year period. I just couldn’t
find anyone who would work as hard as I
wanted them to. No one was every quick
enough, smart enough or good enough
for me. One day I finally realized maybe
the problem was me! I had to accept that it
was my responsibility to motivate my staff.
It isn’t their job to motivate themselves.
Once I realized his fact, my personnel
problems turned around. Our employee
retention moved to 90 percent plus every
year. I had been the problem, not the
employees.
To motivate your workforce, you’ve
got to give them a reason to be motivated.
People are motivated for their reasons, not
yours. Don’t expect others to understand
your passion for customers or quality work
or the need to make a profit. They must
want to follow your vision, achieve your
goals and get the job done properly.
4 Steps to Motive Your Workforce
Exceptional employees require two
things — money and happiness. This
involves fair pay and competitive benefits
plus working for a strong company with a
good reputation in the community. There
are four simple and proven action steps
to achieve bottom-line results through
people.
1. Provide Clear Expectations
People need to know exactly what you
want them to do and the results you want
them to achieve — the expected specific
results. Weak managers assume people
understand what’s required. They don’t
take time to spell out what they want, and
then they don’t make people accountable
for achieving the desired results. Examples
of clear expectations include:
“By Friday, I expect you to have this

installed and 100 percent complete.”
“By the 30th of the month, all invoices
must be sent out.”
“No extra work will be started without a
signed change order.”
“All timecards must be complete and
turned in by 9 a.m. Mondays.”
“You must complete all footings within
the 750 man-hour budget.”
Be specific with clear targets and define
the exact results you want. And, make
sure your people understand what their
individual targets are, what’s acceptable
and what’s not, when they hit or miss their
target, the consequences for not achieving
the results you want, and their rewards for
a job well done.
2. Provide Regular Recognition and
Praise
Get the results you want by providing
ongoing recognition and praise to the
people who do that work. Weak and ineffective managers don’t take time to thank
people for a job well done. Over time, this
causes lackadaisical employees and poor
results. In a survey of why people left their
company, over 90 percent said they’d never
been recognized or praised by their boss,
ever, for anything.
People want and need feedback and
positive reinforcement for their contributions and efforts. Effective leaders give out
praise at least once every week to everyone
in their sphere of influence. Use words
such as, “I appreciate you,” and, “Thanks
for a great job.” Keep a simple chart in
your day-timer to insure you recognize
all your staff on a regular basis. Strive to
praise everyone at least every week and
check it off on your chart so you won’t forget someone. Verbal praise works the best,
but occasionally write short handwritten
notes to those who went beyond the call
of duty.
3. Present a Clear Understanding of the
Big Picture
The third thing your people need is
a clear understanding of the big picture
(company, employees, customers, projects,
etc.) and how they fit in. Successful business owners and managers are open and

honest. They tell employees where their
company is going — its vision, what the
future has in store, positives and negatives,
and changes or adjustments required to
be successful. People need to know what’s
happening; otherwise, they tend to think
the worst. Hold semi-annual, all-staff
meetings plus monthly project and departmental meetings where the big picture is
discussed and open to questions.
4. Provide a Caring Company Attitude
Let your people know you care about
them as individuals. People need to know
you appreciate them as employees and
contributors to the company’s success.
Employees want to know you care about
their personal goals, future, personal development, and their children and family.
People must know they’re important. They
want to know they will be listened to and
have a say in the future of their company.
To ensure you continuously show you
care about your employees, keep a “team
member profile” sheet on each person
in your day-timer. Include their name,
family members, schools, hobbies, sports,
interests, goals, challenges, contributions,
etc. This way you can keep track of team
members’ lives.
Don’t Wait; Start Now
By following these simple guidelines
you will get your people to want to do
what you want them to do, your people
will respond and make your life better.
Without employee problems, your bottom
line will improve, and your company’s
future will be brighter. The key to implementing these recommendations is to do
it! All it takes is time. And your investment
will equal money in your pocket! Get
started! Go motivate someone now! Yes,
right now!
GEORGE HEDLEY is an executive business coach, popular speaker and best-selling
author of “Get Your Business to Work!”
available at his online bookstore. He works
with business owners to build profitable
companies. He can be reached at gh@hardhatpresentations.com; call 800-851-8553, or
visit HardhatPresentations.com.
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Enforcement of Liens on Military Tenants
Enforcing a lien against a delinquent tenant
is a common and routine occurrence for
self storage facilities. However, self storage
facilities need to be aware that the rules for
enforcing a lien against a tenant who is in
the military are different from a civilian
tenant, as there are certain laws that provide
protections to members of the military.
The Servicemembers’ Civil Relief Act
(“SCRA”) is a federal statute with a stated
purpose of providing “for the temporary
suspension of judicial and administrative
proceedings and transactions that may adversely affect the civil rights of servicemembers during their military service.” To that
end, the SCRA protects servicemembers in
numerous instances, including, but not limited to, rental agreements, security deposits,
prepaid rent, eviction, civil judicial proceedings and storage liens. The SCRA applies
to members of the Army, Navy, Air Force,
Marine Corps and Coast Guard, and to commissioned corps of the National Oceanic and
Atmospheric Administration and the Public
Health Service during the servicemember’s
active duty.
The SCRA contains provisions which
directly apply to self storage facilities. Under
Section 307 of the SCRA (50 U.S.C. App. §
537), a self storage facility holding a lien on
the property of a servicemember must either
obtain a court order or wait 90 days after the
servicemember’s release from military service to foreclose on a storage lien. Additionally, if the self storage facility files a lawsuit to
foreclose or enforce its lien, the court may on
its own motion, and must if requested by the
servicemember: (1) stay the proceeding for a
period of time as justice and equity require;
or (2) adjust the obligation to preserve the
interests of all parties.
Fortunately, the SCRA provides for a way
around this process in the form of a waiver.
Section 107 of the SCRA (50 U.S.C. App. §
517) allows a servicemember to waive all
rights provided by the SCRA, including the
rights related to the “repossession, retention, foreclosure, sale, forfeiture, or taking
possession of property that is security for
any obligation.” In order to be enforceable,
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the waiver must meet the all of the following
requirements:
1) It must be in writing;
2) It must be executed as a separate
and standalone document from the rental
agreement;
3) It must be executed during or after the
servicemember’s period of military service;
4) It must specify that it applies to the
rental agreement (if the signing servicemember is not a party to the rental agreement, it
shall state the servicemember concerned);
and
5) It must be in at least 12-point font.
The waiver must include some of the
following language to be valid, in addition to requiring the tenant to identify
his branch of service, unit name, contact
address and phone number, and any other
information that could be used to contact
the military tenant concerning his rented
space.
“50 U.S.C. App. § 517 provides that a servicemember may waive any of the rights and
protections provided by the SCRA. Thus,
pursuant to this waiver, I agree with the owner that, by signing below, I waive the rights
and protections of the SCRA as it pertains

to the use and occupancy of the space that is
the subject of the storage space agreement,
including but not limited to all rights and
protections under the SCRA relating to the
enforcement of storage liens.
THIS WAIVER IS MADE OF THE FREE
WILL OF THE OCCUPANT AND FOR
THE REASON THAT THE OCCUPANT
BELIEVES THAT THE PAYMENT FOR
THE USE AND OCCUPANCY OF THE
SPACE WILL NOT WORK A HARDSHIP
ON THE OCCUPANT DURING THE
TERM OF THE OCCUPANT’S MILITARY
SERVICE.”
SCOTT ZUCKER is a
partner in the law firm of
Weissmann Zucker Euster
Morochnik P.C. in Atlanta,
Georgia. Scott specializes
in business litigation with
an emphasis on real estate,
landlord-tenant, and construction law. He
is also a partner in the Self Storage Legal
Network, a subscription-based legal service
for self storage owners and managers. Scott
can be reached at 404-364-4626 or at scott@
wzlegal.com.

Storage Asset Management Releases Results
Storage Asset Management (SAM) is a privately held self storage management company, with 45 properties managed along
the East Coast of the USA. SAM is proud to share the results
their managed properties achieved in 2014. As a mid-sized
third-party management company focused on growth, SAM
holds itself to very high standards and expectations. Each
quarter and year, SAM compares its results to those of the four
publicly traded self storage REITS: CubeSmart, Extra Space
Storage, Sovran Self Storage (Uncle Bob’s) and Public Storage.
Those four companies release their “same store” operating
results to their investors and the public. To understand the
results, we need to understand what “same store” means in the
storage industry. Some companies exhibit growth in revenue by
opening new stores. Some companies exhibit growth by making
more money from the “mature” stores they already own. The
same-store sales information points out the difference. An
increase in same-store sales from mature (no longer in lease up)
properties only, may indicate that existing customers are spending more with the company or demand is increasing, bringing
up occupancy.
For the full year of 2014, SAM increased same store revenue
by 7 percent, and net operating income by 9.4 percent. SAM
outperformed three of the four public REITs in those categories. Occupancy at SAM same store locations grew 2.1 percent
from Dec. 31, 2013 through Dec. 31, 2014, outperforming all
four REITs. SAM was able to hold expense growth at 1.4 percent, beating all four companies in that metric, as well.
Since its birth in 2010, SAM outperformed the four REITs
in both revenue and NOI growth in 2010, 2011, 2012 and 2013.
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SAM actually achieved double-digit same-store revenue growth
in 2011, 2012 and 2013.
SAM attributes its great results to several things, including
a strong team of property managers and assistant managers,
district managers’ ability to focus and train, with an average of
nine properties per DM, company-wide focus on training, customized marketing and operating plans for each location, and
an ability to build solid local business-to-business relationships
in markets we serve.
For more information, please visit www.storageassetmanagement.com.
STORAGE ASSET MANAGEMENT is a property management
& consulting company that specializes in self storage. Its strategy is to
create value for its clients through customized solutions that fit within
their budget and allows each property to maintain its identity. SAM
currently manages over 40 self storage facilities on the East Coast.

New Member Benefit: Academic Scholarship Offered
The Connecticut and Massachusetts Self
Storage Associations are proud to support
a scholarship fund made eligible to family
members and employees of the associations’
members. This year marks the inaugural
year for this newly formed fund, and the
first recipients will be awarded at this year’s
Northeast Storage EXPO.
In addition to being related to or employed by a member of the Connecticut or
Massachusetts Self Storage Associations,
applicants must meet the following criteria:
• Must be enrolled or enrolling in a
school of higher education, either full-time
or part-time (includes technical college, 2or 4-year college, graduate school, etc.);

• Must provide proof of acceptance or
attendance;
• Must complete the required application, including a 300-600 word essay;
• Must provide a letter of recommendation; and
• Must complete and submit all forms
and required supporting documents by the
noted deadline.
Recipients will be selected by a committee made up of volunteers from both
CTSSA and MASSA. (Note: Applicants
cannot be related to scholarship committee
members.)
The scholarship application is located
under the Member Resources section of

each website. Simply log in and navigate
to the Members tab. The 2015 submission
deadline is Saturday, August 15.
In order to make this scholarship
possible, MASSA and CTSSA are offering
varying levels of sponsorships that include
differing types of visibility. Donations of any
amount are welcomed and will be recognized at the 2015 Northeast Storage EXPO.
The Board of Directors for both MASSA
and CTSSA would also like to thank everyone who included an additional $10 in their
annual dues.
If you have any additional questions
about applying or sponsoring, please contact clong@ctssa.org.
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Maximize the Value of Your Property
There are many factors that go into determining the value of your property, with
some variable factors outside your control.
However, it is important to make sure you
are aware of all of the things you should
look at when deciding how to maximize
the value of your property. The value of
your property is arrived at by looking at
the net operating income of the property and applying a “cap” rate to arrive at
the value. We arrive at the net operating
income by taking the income brought in
and subtracting operating expenses. Let’s
take a look at both sides of the coin and
go through not only the revenue items
that can increase your value, but also cost
saving options that can help improve your
bottom line and increase the value of your
facility.
Some owners think the most important
figure is current occupancy rates. An equally
important statistic is where your rental rates
are. For example, if your property is at 100
percent occupancy with 100 units, and but
your rate for your units are below market
at $80, you are bringing in $8,000 for those
units at 100 percent. However you could be
at 85 percent occupancy at the market rate
of $110 and bring in $9,350 in income. As
you can see through this example, it is critical to make sure rental rates are increased
on a regular basis. It is equally important to
raise rents on long-term tenants at least once
a year. REITs have shown that even with
multiple rental rate increases, their tenant
turnover rate is very minimal. A good general rule of thumb for rental rate increases
is to re-evaluate rental rates anytime your
occupancy is over 90 percent.
Ancillary income also is an important
avenue for increasing revenues at your
property. These options include implementing a tenant insurance program or
truck rental program, admin and late fees,
as well as selling retail items. While most
facilities are already charging admin fees
and late fees, few owners collect commission through insurance income. This
is an opportunity for owners to generate
an additional 5 percent to 10 percent of
income by just implementing an insurance
program. There are multiple companies
available that will provide insurance, and
the owner gets a $3 to $4 referral per
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tenant per month. When you multiply that
by all the units in your property over the
course of a year, it will produce a significant boost in revenue. Truck rental income
also is a similar opportunity to raise
revenue; however, this is more dependent
on your location and the demand in your
market. If there is low need for truck rental
in your area, this could end up costing you
more than you can make. Selling retail
items such as boxes, packaging materials
and locks also can add 3 percent to 5 percent of additional revenue. Some operators
have added “pack-and-ship” businesses or
propane rental, and these also are viable
opportunities for owners, but may require
additional employees, depending on how
you operate your facility. Also, some
investors do not like these revenue sources
and do not consider them when looking
at properties for purchase, so it may be
discounted by certain investors when
determining the value of your property.
Another great opportunity for storage
owners is installing cell tower antennas
on their properties; these are usually long
leases that generate a steady income stream
for the property. They are highly desired by
investors and can add a significant boost of
income and value to your property.
While there are many opportunities
to improve your revenue, there are just as
many ways to improve your bottom line
NOI through cutting expenses. Certain
costs are fixed, such as taxes and insurance, but there are many variable expenses,
such as payroll and utilities, that can be
managed wisely to minimize their impact
on your NOI. With payroll expenses, it is
important to look at the hours of operation
and see if there are possible areas where
you could save, whether it’s opening later

or closing earlier. Watching the hours
of operation can help limit your payroll
expense. Another way to help with this
cost is by implementing a kiosk system
that allows the leasing of units to take
place through a machine much like you get
cash from an ATM. These rental kiosks can
greatly limit the need for full-time employees and help cut payroll costs significantly
while operating and allowing for rentals
24/7.
With utilities, there are a few opportunities to save money. Using timers or
sensors for automated lighting can limit
the use of electricity, but you also can
install energy efficient CFL or LED bulbs
for additional savings. Another opportunity is through the use of solar panels. Many
states provide REC credits to owners of
solar projects in addition to the savings on
utility costs. Between the credits from the
state, the federal tax savings, and the savings in actual utilities costs, these projects
can produce a significant savings for an
owner.
Based on these varying opportunities to
improve income, an owner could improve
the property on average (depending on
which revenue opportunities are chosen)
from $5,000 for insurance and/or retail
sales up to $50,000 if ancillary income,
such as a cell tower lease, is implemented
on the site. Likewise, an owner could see
savings in income from $1,000 per year for
implementing energy-efficient lights to up
to $10,000 for a solar project or reducing
overhead through a kiosk installation. If an
owner is able to increase her bottom line
through these varying sources of revenue
increases and cost savings, she could add
$20,000 to her bottom line. This kind of
increase would raise the value of the property, at a 7 percent cap rate, by $285,000.
While it is easy to look at occupancy and
be content with the performance of your
property, it is important to always work
to grow your revenue and continue to
increase the value of your property.

KEVIN MENENDEZ, The Mele Storage
Group-New York, NY, Marcus & Millichap
National Self Storage Group, (813) 3874790.

Social Media Marketing for Storage Facility Owners
For many storage facility owners, marketing is a difficult concept
to understand and an even more difficult item for which to budget.
Newspaper ads, online advertising, magazines, billboards and hundreds of other advertising and marketing outlets are all scrambling to
take money and promise to deliver customers.
Things are different now, though. Your customers don’t spend
their days reading magazines, newspapers or billboards. There is only
one place that 98 percent of your customers are going every single
day (sometimes as many as a dozen times a day): social media.
Social media marketing is about sharing your brand, its ideals and
its assets directly with your customers. Social media is the only place
where you can consistently communicate with your customers on a
daily basis with little or no cost. Every posting might be seen by as
many as 5,000 people for almost no cost.
Marketing Strategies
Marketing your storage facility business on social media is more
about inviting potential customers to you than it is about pushing
your message in front of them. You will hear it called pull marketing
(as opposed to push or interruption marketing, in which you push
your advertisements in front of potential customers).
The key is consistent and inviting messages. Messages that give
your readers information without trying to sell them something
are how you will gain new
followers. Those followers will
eventually become customers.
Now we get to the most
important part of our article.
What is the answer to the
question, “How can I use
social media for marketing
my small business?” There are
several steps:
• Create profiles on social
media sites such as Facebook,
Twitter, LinkedIn, Pinterest
and Google+.
• Use the built-in functions
that most of these sites have
that will allow you to post on
one site and that posting will
go to the other sites. Bufferapp.
com or Hootsuite can make it
easier, as well.
• Begin writing postings
that your potential customers will be interested in reading.
One of the most effective ways to get everything kicked off is
to get the assistance of a social media marketing expert. Setting up
your accounts, linking everything together and starting a stream of
information can be accomplished quickly and easily by someone with

experience.
The most important rule of social media marketing is simple: Get
started and keep going.
CHANDLER GEORGE, Catchfire Digital Marketing. For more
information on how we can help your online presence you can find
us at www.findselfstoragemarketing.com or email us at info@findselfstoragemarketing.com.

Did you
know we
have a blog?
The Self Storage New England blog
has been revamped with new, trending,
and more frequent posts designed for you!
Check it out on the website, or go to
selfstoragenewengland.wordpress.com
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2015 Webinars
August 11 —
Call Centers: Are They
REALLY Worth It?
November 10 —
Facility Auditing

DON’T MISS IT!

October 7-8
Foxwoods
Resort Casino
• Keynote speaker
BOB COPPER
• Operations panel
• Big door prize

Exhibitor and sponsorship registration now available at www.ctssa.org
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