
True Tales From the Trenches 



The 10 Worst Types of Customers 
Effective customer-service strategies are critical to running an efficient 
and profitable self-storage business. But the old retail adage that the 
customer is always right doesn’t always make sense for facility managers. 
 
We asked members of Self-Storage Talk, the industry’s largest online 
community, to discuss customer stereotypes and the characteristics of 
tenants and prospects who give them the biggest headaches. What 
follows is the best of the worst, starting at No. 10 and working our way up 
to the most aggravating obstacles. 
 



Honorable Mention – The Scoper 
Characteristics – This customer appears to be scoping out the facility, either 
because he’s paranoid or up to no good. He tends to ask a lot of questions 
about the physical property and may appear shifty or nervous. In some 
instances, he has stories about “The Big One" or "government takeovers.”  
 
Here are some examples from SST member lotr1967:  
 
“How many security cameras do you have? Do you have 
24-hour access? Do you live on the lot? You don't have 
any police storing here, do you?” 

 
“How often do the police come by? Why do you have so many 
surveillance cameras? Can I store huge barrels of oats and other goodies if it 
is triple-sealed? Will I be able to get into my self-storage unit when the 
inevitable happens?” 



Honorable Mention – Creepy Stalker Dude 
Characteristics – This customer is a little too friendly to female 
managers, overly attentive, overstays his welcome and has a creepy vibe. 
 

From senior member TimburrWulf: 
“I have one of these. He comes in my office for no 
reason and stares at me. He’s older than my 
grandfather and will sit in the office wanting to talk 
to me and ask about my personal life, all the while 
referring to me as ‘babe.’” 

 
From member astorage: 
“I have had two of these. ‘You look very nice today, 
can I help you with whatever? Hey, I saw you at 
Walmart.’ If I had a remote to lock the door, I would 
hide under the desk from these guys!” 
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Honorable Mention: Great Expectations 
Characteristics – This customer expects a great deal from his self-storage 
experience, whether looking for special treatment, believing the 
impossible will happen or looking for managers to go above and beyond 
on his behalf. 
 

From moderator astro: 
“I had one call me from Macon, Ga., with a broken-
down U-Haul, and he asked me to come take care of it. 
Duh. I don't think so.” Astro is based in North Carolina.  

 
From junior member HiddenTreasures: 
“The ones that think if they owe us $600 in back rent and they give us $25, 
we will let them come in and clean out their stuff.” 
 



10. Mr. ‘I Know My Rights’ 
Characteristics – This customer is either oblivious to the 
rules of his rental agreement or simply chooses to ignore  
them. He is indignant and often spouts legalese that isn’t 
true or has no bearing on his situation. 
 
From junior member Trudy D: 
A delinquent tenant took offense to his charges for a legal ad and the 
lock-cut/inventory fee. He owed well over $800 and said he had moved 
out months ago but just forgot to remove his lock. Besides, he said, there 
wasn't anything in the unit except a few metal fence posts, and he had no 
intention of paying. He and Trudy went back and forth via e-mail for days. 
He knew his rights, and how dare she be surprised that he would question 
their charges? On the day of the sale, sure enough, there were five metal 
fence posts in the unit. They sold for $5. 
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9. The Funeral Director 
Characteristics – This customer cannot pay his monthly rent on 

time because he seems to have an inordinate number of deaths in  

the family, including the same family member on multiple occasions. 
 

From senior member TimburrWulf: 

“These customers are always going late or into lien status because they are hopping 

around the U.S. tending to funerals, as their relatives are dropping like flies. I had one 

former customer who would burst into tears when I called and tell me her mom, 

grandma, etc., had died and she had to attend the funeral. This ‘poor lady’ had about 

five or six mothers die in a year!”  
 

From member hnelson310: 

“When I first started in the industry, there was a tenant at one of our facilities who had 

a death or an ill family member literally every month. My husband and I both come 

from long lines of divorce, so we joke that we have a surplus of grandparents, 

but even this woman took it to an extreme with all the grand-mamas,  

aunts and uncles dying.”  
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8. The Blame-Gamer 
Characteristics – Instead of making excuses, this customer transfers blame 
for whatever his predicament is to the facility manager. He often refuses to 
vacate out of spite and seems to be obsessed with dumpsters.  
 
From junior member dl.buffington: 
“This tenant does not remove all his items from the 
unit when he vacates. When we finally get him on 
the phone a month later, this is what he says:  
‘It's all your fault that the stuff is still there; you 
should provide us with a dumpster.’” 
 
From moderator JulieA: 
“One disgruntled brother of a tenant called and told me he was going to take 
out a full-page ad in the local newspaper and make sure everyone knew we 
didn't have a dumpster, and that I took his sister to court because she left 
furniture in the storage unit but would have cleared it out if we had a 
dumpster for her to use!” 
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7. The Aromatic 
Characteristics – This customer is fragrant to a fault. Managers tend to 
be able to smell him before he arrives and long after he leaves, whether 
from hygiene, perfume, smoking tobacco or marijuana. 
 
From senior member RandyL: 
“These are the tenants who come into your office smelling like they have 
not showered in over a month. I have several regular tenants who fit this 
mold. I see them coming in and start holding my breath. Spray down the 
chairs after they leave.”  
 

From senior member A-team: 
“Tenant must take baths in aftershave or perfume. 
The walls take on a purple hue after absorbing the 
free-flowing particles. I swear, after my eyes quit 
watering, I can see swirls of mist in the air.” 



6. Little Miss Clueless 
Characteristics – This customer has absolutely 
no idea why she is being assessed fees, been 
overlocked or having her unit taken to auction. 
 
From moderator Autodoc: 
“The ones that call the day before the auction, 
whining, crying and bitching, ‘How can you sell 
my unit without letting me know?’ Yeah right, 
the 14 notices and repeated phone calls didn't 
give you a clue!”  
 
From member astorage: 
Tenant: “But I just spoke with you, and you said 
my balance was $200. Why is it $300 now?” 
Manager: “Because I talked to you a month ago, 
and you promised to pay 27 days ago. Now you owe 
another month and late fees!” 
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5. The Endless Talker 
Characteristics – This customer loves to hear himself talk, thinks he knows 
how to spin a yarn, and is a relentless storyteller. He is not deterred by 
managers’ cues that they need to return to work, nor the sounds of running 
vacuums in an attempt to drown him out. 
 

From member lotr1967: 
“The one who comes in and talks forever (incessantly about nothingness). 
There is a line of customers going out the door. He moves over so we can help 
the others while he continues to tell his story, raising his voice so everyone 
else can hear the story as well.”  
 

From junior member mjnightingale: 
“How about the customers that come in to 
pay their bills and hold you hostage for two 
hours? I am a captive audience, even if I turn 
on the vacuum! They yell over it!” 



4. The Entitled 
Characteristics – This customer believes the world owes him something 
because he says he’s down on his luck. Although he seems to buy the 
luxuries he wants, making storage payments is not part of his plan. 
 
From moderator Autodoc: 
“They are driving a new Cadillac Escalade, and they tell you they are 
waiting for their welfare check.” 
 

From junior member willie d: 
“They are entitled to pay when they want 
without late fees, free rent whenever they 
want, no threat of auction, etc. I'm not 
exaggerating. More than one has said, ‘The 
other place never made me pay.’” 
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3. The Weeper 
Characteristics – Also known as a “Drama 
Queen,” this customer will summon crocodile 
tears at a moment’s notice in an attempt to sway 
a manager’s compassion and get out of paying 
his debt.  
 

From senior member TimburrWulf: 
“There are so many varieties of this customer. 
There's the Weeper on Hard Times, the Weeper 
that a relative died, the Weeper my boyfriend left me…” 
 

From senior member Satyra From PhoneSmart: 
“I'm sure everyone has had a customer squeeze out a few alligator tears in 
an attempt to persuade things in their favor. Those are the people that 
make the ‘cry face’ 10 minutes before one or two tears fall out.” 



2. The ‘Rules Don’t Apply’ Guy 
Characteristics – A close cousin of The Entitled, this customer has little 
respect for the self-storage facility, thinks he’s better than the manager, 
and simply does what he pleases without regard for the rules.  
 
From moderator Gina6k: 
“I had a guy park his U-Haul truck completely across our entrance 
driveway. When I explained he couldn’t do that and why, he copped an 
attitude. He's got money; he can do what he wants, etc. Yeah, not here 
buckaroo. His initial rent payment was immediately refunded and he was 
booted out.” 
 
From senior member A-team: 
“I'm a long-term tenant, and you know I'm good for it, so why are you 
charging me a late fee? Why do I have to give notice to move out?” 



2. The ‘Rules Don’t Apply’ Guy 
From moderator MusicCity Gal: 
“What about the tenant who, on a Sunday in the middle of the afternoon, 
with cameras everywhere, takes a dump in the aisle, right in broad 
daylight? Yes, this happened, and yes, we have it on video.” 
 

From junior member crystalp: 
“The tenant who thinks they work there: ‘I have been here 
since they opened. You have only been managing a year. I 
can't believe you're going to tell me my dog can’t defecate 
on the floor of your climate-control building.’”  
 

From member fulltimer: 
“So what if I come in first thing in the morning and don't leave until late 
evening, just before the gate locks! I am paying my bill, so it’s none of 
your business what I do!” 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=pJcsPJZQE9UMLM&tbnid=cR6ww30XQvf_PM:&ved=0CAUQjRw&url=http://www.bubblews.com/news/view/182096&ei=nhloUpr0O4GFiAKcjYCgDQ&bvm=bv.55123115,d.cGE&psig=AFQjCNGGbtx9C4uT6hOp6k3jIhs_sEUh4w&ust=1382640390219696


1. The Excuse Machine 
Characteristics - This customer has no bounds to what excuse may be 
applied. He hasn’t paid his bill and exhibits no shame in that fact. He will 
often use the same excuse repeatedly, even if it never works.  
 
From senior member SMSSId: 

 I just got out of the hospital (again). 

 My mother is dying (again). 

 I’m going to have (or had) a nervous breakdown (again). 

 I just couldn’t make it in. My hair hurts. 

 I know my brother’s, sister’s, cousin’s, boyfriend’s, aunt’s 
uncle-in-law sent you the check. 

 My computer crashed, so I couldn’t make a payment. 
 



1. The Excuse Machine 
From member sharont: 
“But I lost my credit card, and the bank is going 
to take two weeks to send me a new one; so I 
shouldn’t have to pay a late fee because it’s not 
my fault.” 
 
From senior member Reebee: 
“‘I know my bill is due on the first, but I don't get paid until the 23rd.’ 
Hello? You signed a contract that said you would pay me on the first of 
each month. You get to pay late charges if you are that stupid that you 
can’t pay the bill that is due one week from the day you get paid!”  
 
“‘I couldn’t pay my bill because I took my kids to Disneyland.’ No, 
seriously. I get that one constantly.” 
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Thank you! 
Thank you for viewing our slideshow. Please be sure to download the PDF 
copy for future reference. 

 

To view the complete Self-Storage Talk discussion on customer 
stereotypes, including many not included in this presentation, visit the 
thread “The 10 Worst Types of Self-Storage Customers” in the Tales From 
the Trenches forum. For educational products that teach strategies on 
dealing with unruly customers, please visit the Inside Self-Storage Store. 
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