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Performance Monitoring
No matter how long you’ve been running a self-storage facility, a solid
operations checklist can ensure you regularly review key areas for peak
performance and help prevent items from slipping through the cracks.
Though not definitive, the following sections cover the critical questions
that must be answered to ensure your business runs smoothly. A strong
list should focus on these six categories:







Site maintenance
Customer experience
Policies and procedures
Competition analysis
Technology
Disaster preparedness

Site Maintenance
Using a checklist not only helps prevent problems, it allows for easier
resolution when issues arise. The key maintenance concerns are:
 Have capital projects been identified?
 Is there a system in place for facility managers to communicate
about maintenance needs?
 Is there a system to manage maintenance tasks and follow-ups?
 Is there a basic cleaning schedule?
 Is there a schedule that outlines which tasks should be handled
weekly (cleaning elevators), monthly (testing emergency lights),
quarterly (replacing HVAC filters) and annually (inspecting the
fire extinguishers)?
 Does the manager have easily accessible contacts for
handling issues with gates, software, HVAC system, etc.?

Site Maintenance
All these items amount to awareness. Keeping a detailed record of
capital projects will help you remember them during budget season.
Similarly, a system that allows managers to oversee and communicate the
needs of the facility office, buildings and other structures allows them to
track issues and resolve them swiftly. Managers should also have the
contact information they need to quickly spring to action when an
incident occurs.
Putting items on a schedule to be tested, cleaned, replaced or inspected,
and keeping detailed records, are the keys to preventive maintenance.
This helps ensure all company protocols are followed and prevents tasks
from being overlooked. A strategic maintenance plan eliminates
downtime from broken equipment and allows the facility to
operate at its best!

Customer Experience
When a customer comes to your facility, what
does he experience? The first impression your
site gives must be welcoming and assure
prospects they’ve chosen the right place. This
portion of the checklist helps ensure you give
customers the best service possible.
Today’s customers expect a connected
experience. All touchpoints must be cohesive,
with the digital experience echoing the one
someone gets when visiting in person. The following questions are
meant to ensure customers have a great encounter with your business,
no matter how or where they’re engaged. If one touchpoint fails, you risk
losing the rental.

Customer Experience
Among the key questions to ask are:
 Does the store have good curb appeal? Is landscaping neat and
well-painted? Is the property free of debris and dust?
 Does the look and feel of the property match what’s presented on the
facility website?
 Is the manager personable and service-oriented?
 Is the manager aware of online vs. in-person specials?
 How quickly are leads followed up?
 Are there goals to improve closing rates?
 Are marketing fliers printed clearly and professionally?
 Do you offer a welcome packet for customers, for both in-person
and after-hours rentals?
 Are all signs correct and appropriately lit?
 Do all the lights work?

Policies and Procedures
It’s critical to ensure your policies and procedures comply with state
law and support your operational model. Ask these critical questions:
 Is the manager performing a daily walk-through to note any
anomalies on the property?
 Are all units secure?
 Are overlocks used when warranted and in adherence to policy?
 Does your rental agreement address all your operational processes?
 Does your lease comply with all legalities of your state?
 Is your lien process correct?
 Do you have and use a foreclosure checklist?

Policies and Procedures
Procedures allow the manager to be proactive in ensuring the property is
functioning as it should. A daily walk-through will allow him to notice
anything that may indicate security has been compromised.
Legal compliance isn’t an option. Managers should follow company
policies to ensure the site is secure and conforms to protocol.

Competition Analysis
Your self-storage manager should be knowledgeable about the
storage offerings in the immediate market. Not only should he be a
well-informed resource for tenants and potential customers, he should
fully understand what competitors charge and provide so he can
maintain your facility’s position in the marketplace. Ask yourself:
 Does the manager know the competitors in your area, and is he
aware of the differentiators for each property?
 Are competitors’ prices tracked?
 Are your public-facing rental rates adjusted regularly?
 Does your facility offer promotions that are attractive to customers
and competitive in your market?

Competition Analysis
Knowing what your competitors are doing allows you to proactively sell
your units. If a customer calls to price shop, a well-informed manager can
steer the conversation to amenities, features and benefits. This builds
trust with the customer and helps you beat the competition.

Technology
In today’s competitive environment, you must use technology to
keep your business operating at peak performance. Technological
improvements not only increase inhouse efficiencies, they enhance the
customer experience. Here are some important questions to ask:
 Are you using technology to help with lead tracking
and follow-up?
 Are you using online auctions to ease the lien-sale burden?
 Do you have an automated process for collections?
 Are you using your management-software reports to gather and
analyze data for better decision-making?
 If you’re using e-sign, self-serve kiosks or online rentals,
how customer-friendly are these services? Is the billpay
process working?

Technology
Facility managers need processes and tools to make lead tracking
and follow-up easy. This will lead to better closing rates and more
tenants. Automating some processes, such as auctions, reporting and
collections, can give your manager more time to focus on tenant needs.
Tech tools can also enhance the customer experience and provide a
competitive edge.
Keep in mind, though, that
when you roll out new tools,
there must be a strategy
in place to ensure they’re
implemented correctly
and work properly.

Disaster Preparedness
No owner likes to think about worst-case scenarios, but it’s critical
that your managers know what to do in an emergency. In addition,
local authorities should be familiar with your property and know how to
access the site if necessary. Consider the following:
 Do police, fire and other emergency responders have a code to
access the property?
 Do you have an emergency-preparedness manual? Is it updated
regularly, and do all employees know what’s in it?
 Do you have an emergency kit at the ready with a flashlight, extra
batteries, a first-aid kit, printed copies of tenant leases, etc.?

Disaster Preparedness
The ability to handle adverse
situations calmly and quickly
can save lives, and prevent
liability and costly errors.
Have a thorough disaster plan in
place, and make sure managers
are routinely trained on those
policies and procedures.

People, Processes and Technology
Applied together, these six categories create a thorough operational
checklist that will help you identify any performance deficiencies. Use
the questions to create and implement training resources for your staff.
If you can confidently answer them all, your business is likely operating
efficiently. Go through the checklist at least once per quarter to
ensure your employee and customer experience is optimized.
Success in self-storage requires the
integration of people, processes and
technology. The checklist provided
here blends all three to maintain an
optimal peak performance.

Thank you!
Thank you for viewing our slideshow. Please be sure to download the PDF
copy for future reference. The PDF also provides clickable links.
To learn more about self-storage operational efficiency, visit the Best
Practices topic page at insideselfstorage.com. You can also shop for related
products, including videos, books and more, at the ISS Store.

