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Collecting Money Is Stressful
One of the most frustrating and stressful concerns
for self-storage managers is collecting rent from
delinquent tenants. Some folks are born salespeople,
but very few are born to collect money. It’s not a natural
skill. No one likes to do it, and no one really should.
Who wants to call people about paying a bill?
What you need is an effective system. Having a solid
method in place will help you increase revenue and
decrease the frustration of constantly dealing with
the same past-due customers.

Following are some tips and techniques you can use to improve your
collections and reduce your overall work-related stress.
Source: Copper

Create Rapport With Customers
Know how to answer the phone, or stand up and shake hands with visitors.
Be welcoming. A great collections system begins by creating rapport with
potential customers. People have to make decisions about who to pay, and
you’re more likely to be on their list when you’ve taken the time to
establish a relationship.

Source: Copper

Get the Facts
Collections actually begin at the time of the rental. Start by getting proper
photo identification of tenants when they rent their unit. Ask the
customer for a valid photo ID such as a current driver’s license, military ID
or passport.
If you use a card reader to record the information,
don’t assume the address on the ID is current.
Ask. If it’s not, add the correct address in the
computer system. If you don’t have a card reader,
check the address the tenant put on his rental
agreement and the one on the ID to ensure they match. Also make sure
the photo ID looks like the person standing in front of you!

Source: Alton

Get More Facts
If your rental agreement doesn’t include a place for a tenant to list an
alternate address or emergency-contact information, use a separate form.
If the tenant asks why you need this information, let him know it’s in case
you're unable to reach him by his initial contact data. In reality, you may
need it in the event of non-payment.
In addition to getting current phone numbers,
addresses and emergency information, get an e-mail
address. This is just another way to make contact.

Source: Alton

Follow Up With Every New Rental
After completing the rental process, mail a thank-you card, make a thankyou phone call and send a thank-you e-mail to every new customer. First,
this is just good customer service. Second, it’s a great way to make sure the
customer gave you the correct contact information. If the letter or e-mail
comes back to the facility as undeliverable, then you know the information
you have is incorrect and it’s time to take the next step.

Source: Alton, Copper

Take the Next Step
If the tenant’s contact information proves false, next steps may include
removing the tenant’s gate access or overlocking his unit, which will force
him to visit the office for entry. Then you can have him complete a
change-of-address form. Never change a tenant’s information until you
get it in writing from the person who signed the rental agreement.
Don’t wait until he’s past due to find out the
phone number, address or e-mail is incorrect.

Sources: Alton, Copper

Clearly Explain the Rental Agreement
Too many managers are shy about explaining what the lease says,
particularly in reference to the late-fee structure and lien process.
Customers must understand—and managers must ensure they
understand—that the expectation is the customer will pay on time, and
there are consequences if this doesn’t happen.
Don’t assume a tenant is going to understand
your state’s lien laws, a late letter or the costs
involved with those letters. All of this must
be explained at the time of the rental. Say the
same thing to each and every new tenant so it
becomes a habit.

Sources: Alton, Copper

Clarify the Terms
Take the time to clarify the following:
 The monthly rental rate
 When rent is due
 What happens if the tenant becomes past due
 When the gate code will be deactivated
 When past-due letters are sent
 Any fees involved
 When a unit will be overlocked and access to the unit denied
 When the unit will be inventoried
 When the unit will be auctioned and the costs involved
 What happens if the tenant still owes money after the auction

Source: Alton

Never Waive Late Fees
If you want to clean up your past-due accounts,
quit waiving late fees. If you’re the manager,
own that policy: You don’t waive late fees. Don’t
blame it on ownership and say, “They won’t let
me.” Professional managers take responsibility.
Remember, you have customers’ stuff; you have
all the leverage. So enforce the lease, and do so
consistently and fairly—no favorites, sexism,
racism, ageism or other “isms.” Everyone pays
late fees or no one does. The same goes with
overlocking past-due units and cutting locks.

Source: Copper

Be Discrete
Remember: When making collection calls, never discuss the past-due
account with anyone other than the person who signed the rental
agreement. You may leave a message asking the tenant call you, but do
not disclose the reason for the call. Any collection efforts can only be
discussed with the tenant.

Source: Alton

Push Your Auto-Pay Program
How much of a collections issue would you have if most of your customers
were on auto-pay? Quit asking new tenants if they want to sign up for it.
Instead, make it part of the sales presentation. For example, you can say,
“Our customers love the convenience of our auto-pay program. Do you
want to use your Visa or MasterCard?” More auto-pay customers means
fewer past-due customers.

Source: Copper

Never Accept Partial Payments
Too many managers are asking, “How much can
you pay today?” Instead, you should be telling
the customer how much is owed and accepting
nothing less. Once you start taking partial
payments, it’s as if the customer gets on a gerbil
wheel he can’t ever get off.

When a manager tells the customer what’s
owed and sets the expectation that nothing else
will do, more often than not, the customer has
the entire amount. You wouldn’t accept a partial
paycheck, so why accept only partial amounts of
the rent due from customers?
Source: Copper

Set Up and Document a System
Your collections system should indicate on which days calls are made and
at what time, which customers are called on which days, etc. That system
should be documented so anyone involved in the collections process
knows what’s going on. Too many past-due customers fall through the
cracks because there’s no system to ensure it doesn’t happen.

Source: Copper

Making the Calls

Collection calls aren’t fun, but they’re necessary. There are several rules of
thought as to when calls should be made, which depend on your rent due
date. If rent is due on the customer's move-in date, then every day, there
may be tenants who fall into the past-due category. If your rent is due on
the first of the month, then the past-due date is the same for all tenants.

Source: Alton

Make It a Courtesy
There are times of the month when a
manager makes the majority of his pastdue calls. Some managers will call a tenant
before he gets the first late letter and late
fee. Others will wait until the tenant gets
the first notifications, and then begin
making calls prior to the tenant receiving a
pre-lien or lien letter.
Either way, you can make the call a
“positive” one by telling the tenant you're
just calling to help him avoid a late fee,
letting him know when the fee will be
charged to the account. Always document
any collection calls in the tenant’s file.
Source: Alton

Follow Up on Broken Commitments
Of all the negligent acts committed by self-storage managers, this is the
most common: They fail to call customers who lied about paying
yesterday. It’s inexcusable that a manager would note on an account
“Customer will be in on Friday,” and then fail to call the customer for
several days or weeks when he doesn’t show up.
By not making those follow-up calls
immediately after the broken
commitment, you’re letting tenants
know you really don’t care if they pay.

Source: Copper

Take It Seriously
The most professional and successful self-storage managers take their
collections responsibility seriously. They have a system, implement
policies fairly and consistently, and understand that without effective
collections a facility will struggle. The best owners ensure their managers
have the tools to succeed. Learn to improve your revenue and profit with
effective collections procedures.

Source: Copper
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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 articles sourced in the slides, as well as numerous other
related resources, visit the following topics pages at
www.insideselfstorage.com:
 Collections
 Customer service
 Legal issues

For educational products covering issues related to these topics,
including videos and books by some of our presenters, please visit
the Inside Self-Storage Store.
For active links, download the slideshow in PDF format.

