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There are many components to the success of a self-storage operation, but 
perhaps the most critical is the facility manager. Today’s managers need a 
complex skill set to successfully navigate the day-to-day business operation. 
To obtain and retain those skills, they need consistent, effective training. 

 

This slideshow provides guidance on how to build a quality manager-training 
program, including insight from some of the top training professionals in the 
industry. You’ll get insight to hiring, how to create an operations manual, how 
to choose the right trainer, writing a curriculum, evaluating performance, 
incentives, staff recognition and more. 
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Manager training begins with hiring the right person for the job. Too often, 
owners get caught up in looking for someone with self-storage experience, 
rather than measuring an applicant’s skill set.  

 

“If we want a higher level of performance 
from our self-storage managers, we need 
to hire a higher level of employee. Our 
managers should be better educated and 
have great communication and people 
skills,” says Bob Copper, owner of Self 
Storage 101.  
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Because self-storage is a customer-centric industry, owners should seek 
applicants with a good attitude and above-par customer-service skills. 

 

“Hire for behaviors, habits and attitude. 
We can teach just about anyone how 
to operate a self-storage business, 
but we can’t teach them to show up on 
time, be nice to people or care about 
the job. Those are traits that are pretty 
well ingrained in people before they 
reach us for employment,” says Linnea 
Appleby, owner of Lime Tree Management.  
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An essential part of employee training is the creation and implementation of 
an operations manual. This will be your manager’s go-to guide for facility 
policies and procedures. “An operations manual treats the facility, the 
managers and the investment as the professional organization represented 
by those aspects,” Copper says. 

 
A great operations manual includes detailed information on: 
 
‣ Renting units 
‣ Collecting payments 
‣ Making bank deposits 
‣ Readying units 
‣ Creating reports 
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‣ Opening and closing the office 
‣ Handling delinquencies 
‣ Retail inventory 
‣ Safety procedures 
‣ Other day-to-day essentials 



Choosing who will conduct your new employee’s training is almost as 
important as the training itself. If you have more than one manager already 
on staff, consider tasking everyone with training your new employee. This 
allows your new recruit to be exposed to other training methods and 
builds camaraderie. 

 

There are a number of other resources as well, including self-storage 
companies who specialize in manager training, workbooks, videos and 
education at tradeshows.  
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With your operations manual in hand, you can then create a training 
curriculum. Here’s a short list of what it might include: 
 
‣ Daily job responsibilities 
‣ Collections 
‣ Lien-sales procedures 
‣ Marketing 
‣ Producing reports  
‣ Maintenance schedule 
‣ Management software 
‣ Phone etiquette 
‣ Retail sales and truck rental 
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A quick “how-to” approach won’t cut it. Your training should be hands-on, 
meaning managers should be shown the task, and then asked to do it. This 
includes moving in a tenant, vacating a unit, taking a payment, answering a 
sales call and other fundamental tasks. In addition, teach your managers 
why these steps are important. 

 

“Be prepared to demonstrate every required process,” says Anne Ballard, 
owner of Universal Management Co. 
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Determine how long training will last. Experienced self-storage managers 
may only need information on your facility’s operation. Someone new to the 
industry, on the other hand, will require a longer training period. Plan to 
spend two to six weeks thoroughly training your new manager.  
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While there are many facets to a manager’s job, sales is one of the most 
important. A manager who can close sales over the phone, in the office and 
via online inquiries is gold. Fortunately, sales skills can be taught. 

 

“Teach your managers to develop rapport while asking quality questions, 
such as ‘What will you be storing?’, ‘How long will you need storage?’ and 
‘Have you used storage before?’ If managers ask the right questions, they’ll 
have a good feel for what’s creating demand in your market,” says Ben 
Burkhart, owner of BKB Properties and StorageStudy.com.  
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Selling your company’s ancillary products and services can add huge 
numbers to a facility’s overall profit. Retail items such as boxes, locks, tape 
and bubble wrap can have a 50 percent or more markup. Adding other 
services such as rental trucks, propane, records storage and even wine 
storage can also bring in new tenants.  

 

When training managers in facility sales, 
don’t forget to address these add-on 
items. Sometimes they require a different 
approach. Managers need to understand 
the importance of promoting these 
products to prospective customers 
outside of self-storage tenants.  
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Another aspect of the manager-training process is defining ownership’s 
expectations in measurable terms—and consequences if they’re not met. 

 

“I use a to-do list at the property audit. 
When I leave, both the manager and I have 
a copy. It clearly states who will do what by 
when each month. This creates good 
communication and keeps a running history 
of tasks,” says Appleby.  
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Manager training isn’t a one-time deal. It can come in a variety of forms 
including regularly scheduled in-house training, online resources and 
industry tradeshows. As your self-storage market changes or new technology 
tools become available, managers will need additional support. 

 

“Your training program should never really end. If the highest paid athletes 
in the world attend spring training every year there cannot possibly be an 
expectation that self-storage managers can be trained once and for all,” 
Copper says.  
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Another great training tool is mystery shopping. This should be conducted by 
a third party trained to determine how well your manager responds to a 
sales call or walk-in client. The shopper will measure the manager’s sales 
skills and provide valuable feedback owners can use for training purposes. 

 

“Every [Pogoda] team member is shopped over the 
phone once a month. Each receives a score on the 
call, and scores are shared throughout the company. 
This creates healthy competition among team 
members and regions to continuously exceed the 
expectations of our customers,” says Alison Hancock 
Riger, director of training and human resources for 
Pogoda Management Co. 
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Incentives can be great motivators to excel on the job. Manager-incentive 
programs come in many forms, from cash bonuses to paid time off. Make the 
incentive goals obtainable yet challenging. 

 

“We have several different incentive programs in place. One is based on 
revenue increases. The more revenue they bring in, the higher bonus 
potential,” Riger says.  
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A manager who’s not performing up to standards may need some additional 
training. Spend some time with the manager to uncover what’s really going 
on. Is it a lack of know-how, time or something else? Ignoring poor 
performance will only damage the company in the long run. 

 

“When you’re getting nothing 
but excuses for lack of 
performance or required 
reporting, you’re heading for 
disaster,” Ballard says.  
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A valuable part of manager training is recognition for a job well done. If your 
manager reduces delinquencies, sells a record-number of locks in a month or 
just handles a customer-service complaint with aplomb, recognize the effort 
through kind words or a gesture. 

 

“It’s important to recognize team members at all times. 
Small praise can go a long way and we make sure to 
do it daily. It may be a phone call to say hello and see 
how they are doing or it may be an e-mail with a fun 
picture to make them smile,” Riger says.  

Training for Self-Storage Success 



For more information on self-storage manager training, investigate these 
resources. (For hot links, download the slideshow.) 

 

Free Articles on Training/Education  

www.insideselfstorage.com/topics/self-storage-training-education.aspx 

  

Manager-Training Courses 

http://store.insideselfstorage.com/c/29/manager-training-courses 

  

Report: “Manager Recruitment in Self-Storage: Best practices for finding, evaluating 
and hiring staff” 

www.insideselfstorage.com/reports/2011/12/manager-recruitment.aspx 

 

Slideshow: “10 Things Every New Self-Storage Manager Should Know: Advice 
From Deep in the Trenches” 

www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx  

 

Training for Self-Storage Success 

http://www.insideselfstorage.com/topics/self-storage-training-education.aspx
http://www.insideselfstorage.com/topics/self-storage-training-education.aspx
http://www.insideselfstorage.com/topics/self-storage-training-education.aspx
http://www.insideselfstorage.com/topics/self-storage-training-education.aspx
http://www.insideselfstorage.com/topics/self-storage-training-education.aspx
http://www.insideselfstorage.com/topics/self-storage-training-education.aspx
http://www.insideselfstorage.com/topics/self-storage-training-education.aspx
http://store.insideselfstorage.com/c/29/manager-training-courses
http://store.insideselfstorage.com/c/29/manager-training-courses
http://store.insideselfstorage.com/c/29/manager-training-courses
http://store.insideselfstorage.com/c/29/manager-training-courses
http://store.insideselfstorage.com/c/29/manager-training-courses
http://www.insideselfstorage.com/reports/2011/12/manager-recruitment.aspx
http://www.insideselfstorage.com/reports/2011/12/manager-recruitment.aspx
http://www.insideselfstorage.com/reports/2011/12/manager-recruitment.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx
http://www.insideselfstorage.com/galleries/2011/10/10-things-managers-should-know.aspx



