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Profit, Profit and More Profit
More profit—that’s exactly what superior customer service will get you. 
You’ll entice more renters at higher rates if extraordinary service is a part 
of your self-storage operation every day. Not only that, but you and your 
customers will be happier. 

Your prospects and tenants have choices. Why choose you? Why refer 
you to their friends? The No. 1 reason is over-the-top service. Today, the 
self-storage sales experience is just as important as the product.



Do You Offer Superior Service?

I know many of you think you already
offer superior service, but that’s not
the reality. Offering fast and courteous
service when a customer decides to
rent isn’t superior, it’s expected. 

“Good enough” is the enemy of
outstanding service. Can you
remember the last time you made a
customer feel special? Was it today?

It should have been!



Build Business Value 
Customer service creates business value. If your prospects and renters don’t 
see the value in your facility, the only difference between you and the 
competition is pricing, and competing on this point is a losing battle. 

Companies with great service aren’t afraid to charge for it, and people 
remember service a lot longer than price. 



Be a Professional Service Agent

To compete, we need to move from 
being cashiers and clerks to being 
professional service agents. It takes a lot 
of work, a written plan and support 
from the top down. 

Once you figure it out, it’s fun and will 
make your cash register sing. Again, 
product quality and good service aren’t 
going to make you unique—customers 
already expect these things. Let’s look 
at how you can take your service 
skills from average to astonishing. 



Providing Over-the-Top Service
First, your level of customer service must be clearly defined and
expected of every employee. At our facilities, we make our expectations 
clear and mandatory:

 Exert extraordinary efforts to “wow” and surprise customers.

 Make sure our service is always fast, easy and guaranteed.

 Show customers we’re different with random acts of kindness.



Show Appreciation
To ensure we’re special, we report daily on how we accomplish these three 
things. It’s the way you do business and the experience you provide 
that will make your facility exceptional. You must be remarkable so 
customers talk about you! 

Find ways to make people immensely
obligated by your kindness. Find a way
to love and appreciate every client.
The side effect of making people smile
is they open their wallets.



The Do’s
Here are some ways to provide over-the-top service:

 When a customer walks in the door, shake his hand, smile and look 
him in the eyes. Don’t just get down to business, make him feel 
welcome. The same goes for phone calls. 

 Don’t just get the prospect’s name when he walks into the office;
call him by his name at least three times during the visit.

 Return phone calls or e-mails within 20 minutes or less. 

 When you show the customer a unit, notice what he drives or wears. 
Be observant and offer him a compliment.

 Don’t just offer free water and soda in your office. Go the extra step 
and take drinks out to tenants at their units—and not just a dozen 
times per year. Do it every day!



The Don’ts
Here’s what over-the-top service is not: 

 Being average. No one raves about average.

 Spending tons of money. An unexpected $2 lottery ticket or $5 
Dunkin Donuts gift card is worth much more than a free month of 
storage rent!

 Low rent. Rent that’s $20 a month higher but comes with a free mini-
flashlight key chain will make your clients smile. Really!

 Making callers listen to a three-minute recording about all your 
facility features. They know that stuff already because they got your 
phone number from your website. Your voicemail message should be a 
quick 15 seconds that confirms they dialed the right number and lets 
them know you’ll call them back in less than 20 minutes.

 Talking about your benefits instead of listening to
customers and asking them questions.



Choose Your Words Carefully
Truly extraordinary service 
requires a special language. For 
example, you never want to use the 
word “but.” When my wife says, “I love 
you, but …,” I know I’m not going to 
like what I hear next.

“I agree with you, but …” equals “I 
totally disagree with you.” It’s better to 
say, “That’s interesting, and here’s 
another way to think about it.” Restate 
the customer’s point of view and add 
yours with an “and.” Better yet, accept 
your customers as they are.



Practice Sales Communication
Part of great service is knowing sales communication. There are 
many ways you can use language to enhance your service. For example, 
consider these alternatives:

BEFORE: Thank you for your business.

AFTER: Thank you for your business. I promise I will earn your 
business every day.

BEFORE: Would you like to pay automatically every month 
with your credit card?

AFTER: Our customers really love to save time and money with our 
guaranteed no-late-penalty, auto-payment plan. Just sign here
and you’ll be all set.



Help Your Customers Make Choices

Bear in mind that when you 
ask your customer a yes or no 
question, he’ll automatically 
think you’re selling him 
something, and his first 
reaction will be to decline. 

For example, never ask if he 
wants climate-controlled storage. 
Instead say, “I’d like to suggest a 
climate-controlled unit because it 
will protect your stuff in the 
Florida weather.” 



Magic Phrases
In addition to “I’d like to suggest…,” here are some other “magic phrases”
to practice and use:

 By now you…

By now you can see how we are different and how we care about every 

renter. I promise I’ll earn your business every day.

 You probable already know…

You probably already know the chain facility down the street will raise 

your rent in five months and again in nine months. We promise never 

to raise your rent during the first year.



More Magic Phrases

 Some renters say to me…
Some renters say to me that we still surprise them with our service 
even after renting with us for many years.

 You might have noticed…
You might have noticed we only sell disc locks. That’s because they 
help our facility be safer than many others. Would you like me to cut 
open the package for you?

 Experience shows…
Experience shows our auto-pay plan saves customers money.



A Marketing Boost
I often hear people say their best marketing is word-of-mouth. It’s time to 
give this marketing a super boost! If your service is so remarkable that 
people want to talk about it, your referrals will skyrocket. People are 
four times more likely to rent with you than the competition if they’re 
referred by a friend. 

“The New York Times” has reported 65 percent of all business
is based on referrals. While I haven’t seen it this high in
self-storage, it can be more than 30 percent of our business.



Surprise and Wow Customers
Everyone expects great service. For it to be truly superior, you need to 
surprise and “wow” your customers. Over-the-top service is the best 
guerilla marketing and sales strategy for self-storage operators.
It’s easy, fun and profitable! Provide that “just right feeling” for customers 
and you won’t believe the difference. 



10 Ways to ‘Wow’ Them
 Greet customers at the door and hold it open

for them. 

 Wish customers a happy birthday.

 Offer a compliment.

 Carry their retail purchases to their car.

 Escort them to their car with an umbrella when it rains.

 Hand out coupons for free stuff from other businesses in town.

 Offer a free carwash coupon to car-storage customers.

 Hand out flowers from your garden.

 Give away free stuff around the holidays, such as chocolate for 
Valentine’s Day, pumpkins in October, flower-seed packets in the 
spring, ice scrapers in the winter, and candy canes in December. 

 Set up a small table in the office with coloring books and
crayons for tenants with kids. 



Practice Makes Perfect
Customer service doesn’t come naturally to everyone. If it isn’t natural to 
you, it’s helpful to choose one or two new ideas to practice every 
week. Books and articles on the topic can be extremely helpful to better 
understand the importance of service and give you great ideas. 

Brainstorming and discussing these 
possibilities in the office on a regular 
basis will also make a difference.



Go For It! 
If you’re having trouble figuring out how to go from average to astonishing 
customer service, ask yourself how can you “super-size” every customer 
interaction. Remember, we’re not in the warehousing, self-storage or retail 
business; we’re in the sexy business of “wowing” customers and being 
remarkable. The opportunity for you to double your profit is waiting. 
You just have to go for it!
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Thank you!
Thank you for viewing our slideshow. Be sure to download the PDF copy 
for future reference.

To view more articles on customer service or read more from the author, 
visit the following topic pages at www.insideselfstorage.com:

 Customer Service

 Marc Goodin

For educational products on customer service and sales, including books 
and videos, visit the Inside Self-Storage Store. 

For active links, download the slideshow in a PDF format. 
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