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SELF
STORAGE
ASSOCIATION

Participate. Learn. Benefit. Succeed.

By joining the Self Storage Association, you become part of the largest community of self storage facility owners,
operators, managers and suppliers in the world.

Benefits of the association include:

New Member Operations Package: Upon new membership or renewal, Direct Members now receive three essential
operations publications; the Self Storage Employee Policy Manual, the Guide to Drafting Your Rental Agreement and
the Self Storage Training & Procedures Manual. These publications are digital files and appear on you member
dashboard when you log into selfstorage.org (certain restriction apply).

Data & Information: SSA data publications include the 2020 Self Storage Demand Study, Market Inventory Study and
quarterly REIS / SSA self storage data includes survey results from more than 11,000 participants on financial &
occupancy characteristics in 125 MSA’s and 477 sub-markets. Direct members receive discounts on all studies. These
studies are revolutionizing the way owner-operators, and managers, look at this industry and how they market to
their residential and commercial customer base.

Self Storage Association Annual Executive Ski Workshop: Join your peers and network during the Annual SSA
Executive Ski Workshop. This educational getaway boasts some of the industry’s top speakers. Combine that with
industry roundtables, networking and some skiing fun, and you can understand why this event is sold out every year.
Members receive reduced registration rates.

SSA Spring Conference: Gain a competitive edge by being the first to see the latest products, technology, and services
at the SSA Spring Conference and Trade Show. Members can exhibit and attend at discounted rates. This east of the
Mississippi event location varies year to year, please check www.selfstorage.org for location and date.

SSA Fall Conference: In addition to the Spring conference, SSA offers the Fall Conference and Trade Show in Las
Vegas, Nevada. Once again, SSA brings you the top industry suppliers in this trade show, educational seminars, and
remarkable speakers that will have you talking weeks after the conference. This conference, like other SSA events,
offers one on one roundtable discussions on industry topics that are important to you, your business and bottom line.

Education & Training Programs: An educated workforce is one of the most important factors in growing your
company. SSA provides first-class self storage specific learning opportunities on a variety of topics. SSA Online
University also presents live monthly webinars, free to SSA members, plus downloadable training for companies and
individuals through SSA Online U’s Education to Go and Webcast Recording Library. Additionally, SSA offers the
acclaimed SSA Managers Certification Program, an intensive course providing a solid foundation for self storage
management, and an opportunity for self storage professionals to attain the prestigious SSA Certified Self Storage
Manager (CSSM©) designation.

Publication Discounts: SSA offers numerous sales and marketing tools, data, management materials,
resources, safety programs and legal resources at deep discounts to members and conference attendees.

The SSA Magazine: By mail, you will receive the industry’s leading magazine, SSA Magazine. The Online SSA
Magazine is the virtual version of the Self Storage Association’s membership magazine. The publication keeps you up
to date with the SSA’s latest news and activities, providing features about owners, operators and employees that
make the industry what it is today.

SSA Spring Conference & Trade Show


http://www.selfstorage.org/ssa/Content/NavigationMenu/EducationEvents/SkiWorkshop/default.htm
http://www.selfstorage.org/
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STORAGE
ASSOCIATION

Participate. Learn. Benefit. Succeed.

Self Storage Legal Review: The Self Storage Legal Review is the industry’s top legal publication and is your best
source of timely information on legal developments in the industry. It monitors emerging trends and legal issues that
affect not only the industry, but your individual business as well. This is a bi-monthly publication. SSA members
receive one subscription to the SSLR with membership in the Self Storage Association. Don’t let this opportunity wait
any longer! Make sure that you have the information you need to do the best job that you can.

SSA Magazine Weekly: Each Monday you will receive the SSA Magazine Weekly in your email inbox. This email
contains industry news and information pertinent and relevant in a timely manner.

Industry Advocacy: SSA regularly flies around the country to represent members on self storage issues at the local and
state levels. In addition, SSA represents the industry before the U.S. Congress and federal regulatory bodies, as well as
in-person representation and testimony from SSA Government Relations Staff.

Enhanced Business Exposure: SSA members have more business exposure. Members are listed in SSA’s online facility
locator and may use the SSA member logo in marketing and outreach materials. Additionally, SSA prints the
Membership Directory which provides a “who’s who” in the self storage industry.

Self Storage Legal Network: How much do you spend per year on legal fees? The #1 most important benefit of being a
direct SSA member is access to the Self Storage Legal network. This legal hotline service only available to direct SSA
members provides one of the best sources available for obtaining industry related legal information. SSA’s attorney
s are Carlos Kaslow and Scott Zucker, whose combined experience in the self storage industry exceeds 50 years! The
subscription rate for the SSLN begins at $575 yearly (prices based on facility count). When you or your employee have
a legal question concerning self storage operations, you simply login to the SSLN online site and ask your question.
THE SSLN is staffed from 8:00 a.m. — 5:00 p.m. M-F and provides a response to your inquiry by the next business day.
Lien law questions, rental agreements, or partial payment questions — just ask the attorneys. The SSLN is a legal and
operations information service and does not provide subscribers with legal services. For more information on this
please contact SSA at (703) 575-8000.

Scholarship Fund: The SSA Foundation Scholarship Program provides scholarship awards of $1000 to $5000 toward
postsecondary education tuition and fees. This is a need-based scholarship program for students with at least a "C"
cumulative average or 2.0 cumulative GPA on a 4.0 point scale. Recipients must be employees (or their children /
grand-children) of companies which are direct members of the Self Storage Association (national). Eligibility
requirements also include a demonstration of integrity within school and /or workplace and documented pursuit of
meaningful education at an accredited postsecondary education institution.

SSA Health Insurance Marketplace: The Self Storage Association has partnered with MiniCo Insurance Agency to
offer an expanded range of health insurance coverage options. The SSA Health Insurance Marketplace is a private
healthcare exchange that includes a variety of programs to meet a wide range of insurance needs. SSA members and
their employees and families are eligible including full-time, part-time, seasonal, temporary and contractors.

As always, by renewing your membership you instantly receive a $50 gift certificate which may be redeemed to attend
our trade shows, increase your office library by purchasing any of our books which includes the annotated lien laws
or use it to partake in a seminar.

SSA Spring Conference & Trade Show


http://www.signs.org/GovernmentRelations/LegislativeActionCenter.aspx
http://www.selfstorage.org/ssa/Content/NavigationMenu/AboutSSA/SelfStorageAssociationFoundationScholarship/default.htm
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Participate. Learn. Benefit. Succeed.

CONFERENCE PROCEEDINGS

SPRING CONFERENCE & TRADE SHOW
June 2 - 4, 2021 ¢ Gaylord Opryland
Nashville, Tennessee

Many speakers were considered by the Self Storage Association for our conference
program. Selected were those individuals who were thought to be the most capable of
presenting their expertise and experience so that you, the self storage professional, would
benefit from your conference participation. The experience and knowledge of our speakers
is vast. We urge you to take advantage of it!

Each speaker was encouraged to submit a written presentation
(frequently referred to as a “handout”) for inclusion in this electronic book. If provided,
those handouts are contained herein, and are arranged by day,
in the order that they appear in the program.

Most of our speakers have agreed to let us audio-record their presentations, along with
their PowerPoint presentations. Registrants in the "Full" or "Additional Rep"
categories (who are SSA Direct members) will receive a free download of the
approved recorded presentations, about 3 weeks after the event. Other registrants
may purchase downloads. Watch the SSA website (www.selfstorage.org) for information
on ordering these recordings.

Should you wish to contact our speakers as a follow-up to their participation in this
conference, you will find complete names and addresses on the Attendee List, found on
our mobile app, shown alphabetically by company.

Roundtable discussion topics (if scheduled) and optional events are not included in these
Proceedings. A description of the discussions are in your on-site program guide. For
additional information on the topics, we suggest you contact the discussion leaders.

They are listed in the Attendee List, alphabetically by company, in our mobile app.

SSA Spring Conference & Trade Show


http://www.selfstorage.org/
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THURSDAY
PRESENTATIONS

SELF STORAGE ASSOCIATION
2021 SPRING CONFERENCE &
TRADE SHOW

Handouts for speakers whose
presentations are scheduled for
Thursday follow this page

SSA Spring Conference & Trade Show



Participate. Learn. Benefit. Succeed.

ORIENTATION FOR FIRST
TIME ATTENDEES AND NEW
SSA MEMBERS

Presenters: SSA Staff

SSA Spring Conference & Trade Show
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Tom Comi
Director of Communications

Julie LaRose
VP, ip and State iati

Claire Szabo
Membership Manager

Thank you to our Sponsors

]

STEEL STORAGE SPECIALISTS

SECURITY
SYSTEMS

e

Nashville % June ¢~

E‘ SSA MISSION

E Nashviue: J]unne Z-E

2

E' Networking & Education

Founded in 1975, the Self Storage
Association (SSA) is a not-for-profit
organization serving as the official trade
association and voice of the U.S. and
international self storage industry. The SSAis
the only group advocating on behalf of the

SSA represents HALF of the decision makers
in the self storage industry.

self storage industry across the country. @

From large operators to small operators, the 3%,

o O

6% 1% 75%

Conferences & Trade Shows
Workshops
Seminars
Executive Education
Employee Training & Certification

0 CERTIFIED
2| SELF STORAGE
CSSM®|manacer
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E‘ Member Relations ﬂ E Legal & Legislative J'a

SELF
RSeoCiATON « SSAis the voice of the industry at state capitols, in D.C., and before code-writing
s organizations.
2R
\@- YOUNG - Offensively: Update lien laws, promote legislation for tenant insurance, and modernize
LEADER GROUR I
building codes
Vendor 5555& « Defensively: Sales tax, California Proposition 13, other property tax hikes, and attacks on
Product -u-nu'--ii] lien remedy.
Sle[y,ce chelarship + 2020: COVID-19 caused several direct and indirect legislative threats to the industry such as
f— — rent restrictions
m““ STORAGE + Legal: Assist members with legal resources (incl. SSLN) and references. Legal Resource
LEGAL NETWORK Center coming soon!

S5 2021 SPRIN 1\i
T e | L .

FI_e:cgal & Legislative W FVV:eWork for You! ﬂ

Government Relations Activity Meet our Iegal team! " b .
554 Total Bills 2008 - 2021 R What our members say!
. et —— Joseph L. Doherty, IV “The collaborative efforts of IDSSA and
ko SVP, Chief Legal & Legislative SSA have improved the bottom line for
Officer Idaho storage operators. As a direct

result of the 2020 lien law updates, my
business will save at least $10,000

annually on auction costs. Every Idaho
operator should join the IDSSA to learn

Daniel B P - 5
Legal & L ogsite Counsel the latest legislative and industry trends.

Ll LI |d ll ‘|l | ‘{ ‘!I hl ‘h ‘!l ‘I! _

- Ron Osborne, IDSSA Member.

SSA 2021 SPRI
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E' Communications a

A

The SSLN is the industry’s most trusted source of legal

S‘- “\ information and has been helping storage facility owners with
(’ their operational questions for over a decade. The SSLN is a
legal and operations information service and does not provide
subscribers with legal services.

Join Online

Low Annual Fee
Unlimited Support via Phone and/or Email
Accessible by you and/or an Authorized Employee

SSA Magazine print edition (monthly)
SSA Magazine digital edition (monthly)

Self Storage Industry Report (weekly column,
SSAMagazine.org)

SSA ine Weekly (weekly )
SSA Monthly Update (email)

SSA Legislative updates (email and social media)
SSA Legal Review (bimonthly)

SSA Blog (guest columns, SelfStorage.org)

fou

E

S

* Publications

T

SSA 2021 SPRING E
Yol -t

l; SSA State Associations

Collections Legal
& LienSale Operations
Research & Data
Marketing
Development

MINNESOTA
Asm»allwn Se Storage Asacaten
SELE STORAGE
ASSOCIATION
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E! Log in and Maximize Your Benefits a E! Need Help? Contact us a

€ O QO Wiyt SAC s Uy

v
C @ O Mg/ wawselftomage.ong About 554 Need help? Contact us .

e Log in to your account v a
tbtiamon k / Requen

n MEMGERSHP  DENISAEDUCATON  PRODUCTSASERICES  LGAL  ADVRTSWGASPONSORSHPS  MAGKINE LG

B vons e heve: Abou 554

SSA 2021 SPRING - - SSA 2021 SPRING

13 14

E Schedule at a Glance ﬁ E! Upcoming Events ﬁ

2021
« Fall Conference & Trade Show, Las Vegas, NV — September 7-10, 2021
luation & isition Course, ia, VA — Fall 2021 ‘
|
2022

« Executive Ski Workshop, Big Sky, MT — TBA January 2022

« Spring Conference & Trade Show, Orlando, FL — March 9-11, 2022

« Fall Conference & Trade Show, Las Vegas, NV — September 6-9, 2022
2023

« Executive Ski Workshop, Whistler, BC — TBA January 2023
* Spring Conference & Trade Show, New Orleans, LA — March 8-10, 2023

SSA 2021 SPRING SSA 2021 SPRING -\
& s v m ! , - Vil Soceon

e Hashville & Juge .




E Download the conference mobile app

5/28/2021

E' Enjoy the Conference!

Have everything you need at the tip of your fingers! The app will allow you to build your schedule,
read about speakers and sessions, locate exhibitor booths and engage on social media.

Instructions for downloading the app are as follows:

Visit the Apple App Store or Google Play Store and search

for SSA Spring 2021.

Download and install the app.

Tap on the app to open

Enter your e-mail address and a password to set up an account.

You can also use the QR code to access the app from the two stores.

B .

17
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Participate. Learn. Benefit. Succeed.

ECONOMIC SUMMIT PANEL

“Self Storage: Moving
Forward in 2021”

Presenters: Jeff Shouse and Thomas
Gustafson, Colliers (Moderators); Will Bohn,
National Storage Affiliates; Brian Cohen,

Andover Properties, LLC; Chris Harris, Store
Space; Devin Huber, The BSC Group; Eric
Snyder, Talonvest Capital

SSA Spring Conference & Trade Show



Participate. Learn. Benefit. Succeed.

KEYNOTE SPEAKER

Joseph D. Margolis

Chief Executive Officer,
Extra Space Storage

SSA Spring Conference & Trade Show



Participate. Learn. Benefit. Succeed.

CONCURRENT
EDUCATIONAL SESSION

“How COVID has Accelerated
Digital Transformation”

Presenter: Jon Loftin,
OpenTech Alliance

SSA Spring Conference & Trade Show
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How COVID has
Accelerated Digital
Transformation

DIGITAL TRANSFORMATION

COMPANY
NA\IlN(, TO CHANGE
ANY TIME SOON.

15 YEARS AWAY.IDON'T ||

S B2 |
ve.ald

cmcvkevooms .com

E, OpenTech Alliance

Nashvi IP*J ne 0l i

1

E, OpenTech Alliance

£ 55h 2071 SPRING X

2

E} OpenTech Alliance g-‘”‘: %A/WH}WN(' ”\,Z‘ 3

3

!; OpenTech Alliance
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'; COVID Response

5/28/2021

E' Digital Adoption

* Increased remote working
* Increase customer demand for online/self service

* Increasing use of advanced technology in
operations

« Changing customer demands/expectations
* Migrating to cloud
* Increase spending on data security

Sevenn 10 boards of directors have
ceeio | business nftatives.
intho wake of COVID.18 disruption

* Avg share digital interactions
* Increase in Digital Adoption

* Source: McKinsey

during COVID M
* Decrease in Digital Adoption s e
over next 6 months [I— peid f .

E} OpenTech Alliance

5

!; Increased Labor Costs

T

E OpenTech Alliance

6

l; Trends Outside of Storage

* Employment Cost Index
.+ 7% 4% Qe
* +.5% 34 Qtr
* Huge increase in starting
salaries

U.S. job openings soor to
record 8.1 million, but
businesses can't find encugh
workers

E_ OpenTech Alliance

SSA 2021 SPI

kB
S |

7

E OpenTech Alliance gz:-_ SSA 2021
8
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E‘ Digital Transformation of Self Storage

5/28/2021

5‘ 4 Essential Questions

* Technology Enabled
* Customer Preference/Expectation
 Customer Experience

CUSTOMER

* Employee Experience and Value Creation

« Efficient Operations by Technology

EMPLOYEE  TECHNOLOGY

* Will it improve the customer experience?

* Will it improve the efficiency of my operation?
* Will it provide a financial advantage?

* Has the technology been proven?

S
il 037 Ag el

E. OpenTech Alliance _A

9

E' The New Self Storage Model?

!‘ OpenTech Alliance

& SSA 2021 SPRING

% TRADE SHOW

10

E' Automated Solutions

—

* In-Person vs Self-Service

* Phygital — Combination Physical + Digital (Virtual)

« Fixed Staffing vs Demand-Driven

* Legacy outdated related to changing customer demands

* Data Driven/Evolving to meet current customer demand and future
customer demands

FEATURES

o o

Simple Setup ‘Web Support

Cloud-Based  Identity Verification

N

Contactless

Rent 2417

BENEFITS

Mobile-Friendly

& &

Save Money/Time Increase Reach

5K 2071 SPRIN
> ile x [t et )

E_ OpenTech Alliance

11

E OpenTech Alliance

£ SSh 207 SPRING
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E" Tenant Behavior

Open when
you nsad us.

Drive-by and onsite traffic still account for a majority of

50.7% 60%

First contacts occur
in-person at the facility
*2020SSA Demand Study

Customers rent from the
first facility they can reach

5/28/2021

E" Office Traffic

-

OFFICE DOOR OPEN/CLOSED DAY OF WEEK

) | || I
200/
100

B open I Closed

« Friday is the busiest day for
office visits on average

- Average 5 missed door

attempts

Average 5 open door attempts

m” gm:rt Door

*Data Collected with SmartDoor

y

E} penTech Alliance

e

Nashvile # Joge 24y _ﬂk

)

13

E‘ Onsite Self-Service

T

E‘ OpenTech Alliance

14

!; Tenant Behavior

* Live video help
* On-Demand
* Remote Managers
* Address labor shortage/wage increases
* Supplement staff when:
* Your manager is busy
* Can’t be at the office/front desk
* During employee turnover
* Extend your open hours for rentals/payments
* Unmanned, annex & sister sites

()
71%
of all new rentals at a kiosk
happened during office-hours

Source: 2020 OpenTech Allance.

WMOVE IN HERg

2019 vs 2020 Kiosk Usage
* ~7% Increase Rentals

* ~3% Increase Payments

« Slight decrease in cash payments

!_ OpenTech Alliance g” - $5A 2021

15
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E‘ Operator Gains Benefits

wl %

“BF

5/28/2021

E' Online Rentals

—~—

L)

“During this pandemic,
we made the decision to
cut our payroll by 50%. In
spite of this, we have not

seen any reduction in
rentals or payments
thanks to our INSOMNIAC
self-service kiosk.”
ark, Elmdale Partners

OpenTech
Alliance

* Operators had to quickly
pivot

* REITs reporting increase in
online rentals.

US.retail landscape in 2030
Vearoveryesreomprton 2019-K120 in Stk

I~
. . I"" ‘M’ ‘zuﬁi
$598 s8s1 »5 £

e g o 0 o e

E' OpenTech Alliance

... SSA 2021 SPRING

ONFERENCE & TRADE SHOW
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E' Customer Calls

—

!‘ OpenTech Alliance

= SIS

—— otk
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" Customer Patience

—

60

of self storage customers rent
from the first facility they can
reach*

38

of first contacts occur via
a phone call*

+$5A Demand Study

Avg Time to Abandon by
Queue (In Seconds)

+ Patience Increasing during
COVID-19 Pandemic YOY

* Customers are typically
willing to wait longer to
make a payment or receive
support

200

100

50

o

(CUSTOMER PATIENCE BY CALLTYPE, YOY

10
oar o
. . .
. oo
) S o L . | o L
aL

Payments

2 [ T 2020
hew iy 31 bty 30

‘_ OpenTech Alliance
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E‘ OpenTech Alliance

. SSh207 SAIG
g 3e2dy

e

20




l; |loE Platform

H

5/28/2021

lg Central Control

* People, Processes, Data and
Things (loT)
 Enhanced Customer Experience

v b o o sl & v

Customizable Alerts

-«n»—w«m«-

 Customer Visit Intelligence

* Data Driven Operations —
Actionable Insights

T S ——
i’

3
B, Montor & ConolDevices

B

* Monitor open/closed trends for your locations
* Identify peak periods of activity

* Pinpoint unwanted activity that could create safety
concerns

* Keep a historic timestamp of tenant visits
« Control and monitor multiple facilities
* Receive real-time alerts

* Move your data to one place to quickly see activity
patterns across your storage operation

INSOMISAC
Selt Starage

CONFERENCE B TR

= ashville % Jog

E_ OpenTech Alliance A

_ SSA 2021 SfRS]ySJ

b |
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E‘ Contactless Entry

!‘ OpenTech Alliance

22

E' COVID Impacts

—

« Differentiate

* Enhanced customer experience
* Divert calls

* Event history

* Payment

* Contact

* Keypad still required

« Text me my code and delinquent
notices on bad access attempts

INSOMNIAE S Sorage

% TENANT VISITS BY MONTH,YOY COMPARISON

1AM 8 AR aps MAY N Jut

@ Tenant Traffic During
COVID-19

Between 2020 and 2019, we see a
slight drop in the percent of tenants
that visited the facility each month in
April (at the height of COVID-19
shutdowns) with traffic returning to
normal levels May through July.

E_ OpenTech Alliance

23

W
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*RemoteVideo Monitoring/Detection

5/28/2021

"g‘ Gate Monitoring

* Increase in the number of reported incidents

+ Used in conjunction with current CCTV

* Proactive, immediate response

« Dispatch police or provide cautionary messages
* Real-time incident notifications

Detect Intercept Alert
E OpenTech Alliance E OpenTech Alliance g:f_
25 26

!; Overlock Process

l; Digital Advantage

—

Manage vacant

Manage delinquent
Customer wants lock

Better customer experience?
Extend hours

Reduce cost

Charge more - TBD

* Efficiency Advantage

* Productivity Advantage
* Security Advantage

* Customer Advantage

* Agility Advantage

T

vee’e

E OpenTech Alliance
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E OpenTech Alliance
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E' The Future

T

5/28/2021

* Customer Experience
 Operating Model

* Actionable Data

CUSTOMER
EXPERIENCE

ACTIONABLE

DATA
OPERATING J

MODEL

Jon Loftin

VP

OpenTech Alliance
828.776.0820
jloftin@opentechalliance.com
www.opentechalliance.com

< 0penTech
Alliance.

E' OpenTech Alliance

... SSA 2021 SPRING
el i
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Participate. Learn. Benefit. Succeed.

CONCURRENT
EDUCATIONAL SESSION

“Self Storage Marketing
in a Post-COVID
World”

Presenter: Raheem Amer,
Devon Self Storage

SSA Spring Conference & Trade Show
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MARKETING CHANGES
POST COVID 19

Raheem Amer
Devon Self Storage

COVID-19
Key moments in shifting

consumer behavior

March 2020

March 17 - Lockdown

Stocking Up On Groceries +19%

Buying In Bulk +59%

Stocking Up On Liquor +25%

Storage Operators
> Student Rentals

o Rental Rates Frozen
o GMB Calls

Road Map

o COVID-19 Trends
o COVID-19 Takeaways

5/28/2021




Follow me for more easy DIY projects

ROADTRIP RULES

THE DRIVER

~FOCUS ON ROAD

= DON'T KILL US

THE PASSENGER
- NAVIGATE

- STAY AWAKE
-0
BACKSEAT

- HAND OUT SNACKS
= COMPLAIN ABOUT LEG ROOM
- NAP

April 2020

Airports -74% & Hotels -64%

Movie Theaters

Lowe's & Home Depot +71%
| Media +77%

Storage Operators

o Moratorium On Rate Incre

> Auctions Discontinued

Late Fees Waived

June 2020

Hotel Traffic -28
Airport Traffic -64%
Gas Stations +3 to
Storage Operators

o AIR's Increased

o Auto Pay Diffrentiatiors

5/28/2021

May 2020 IIIIINI(Iﬁ FRIENDS

-

Mobile Search Traffic -20%

Storage Operators
o Cube and PS Add Online Rentals

o Rate Management Restart

\
<

July 2020

Warehouses +11%
Grocery Foot Traffic +2 to 3%
Liquor Stores Traffic +12
Storage Operators

o Late Fees & Auctions Restar

o 3 Months of Record Net Rentals
» ESS Adds Online Rentals



August 2020

Parks +84

Trails +102%

Bike Sales +313%
Storage Operators

, Zoom Rentals
) RV Parking

Oct 2020

Toy/Game Stores -29%
Outdoor Supply Stores +8%
Parks +35%

Trails +52%

5/28/2021

Sept 2020 BACK TO SCHOOL

College Visits -41%
Grade Schools -35%
Storage Operators

Months Record Net Rentals

Inc In Online Searches

o Jumped to n 2021

Nov 2020

Big Box Stores +12%
Warehouse Stores +

Grocery Stores +16%

Storage Operators

o Average Shopping Cart Abandonment Rate 70%

o Top Reasons for Abandonment: Need-To-Rent

Information Too Cumbersome (Baymard Institue)

2019 vs 2020

Happy Thanksgiving!

—

IETHING'¢

MEO
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When your holiday has been
cancelled by the coronavirus but D B [: 2 [] 2 0

don't want to give up the dream.
DEC 14th - First Vaccine Shot

Hotels Traffic Picked Up

: aheem what does all
Air Traffic Picked Up 1 A 4 b thls mea"?

Ski Trips and Warm Weather Travel

Storage Operators
o 8 onsumers Research Online

20 Tech Jumped 3 Years (McKenzie)
umers Open To Digital

(American Marketing Association)

GOLDEN NUGGETS

O @ @

Consumers Are Localization is Aligning With
Purchasing Important Customer Mindset
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NUGGET #1 - Phones
GOLDEN NUGGET —

. GMB Calls Increased o - ¢ 1. Voice Over Internet

. Shiftin Internet Traffic from 65/35 to 80/20 Now we're talking ’ 2. Missed Bal'l Emails

. Walk In Traffic To Sites Decreased e o s e - 3 Ca!ITracklng B

. Customers Focused On One Stop Shopping ° 4. Skill Dhe.ck Training
. Increase Leads by 27% o 5. Cost Saving

NUGGET #1 - Phones

GOLDEN NUGGET

1. Voice Over Internet . Focus On Renting

2. Missed Call Emails . 24-7 Availability

3. Call Tracking . Enhance Customer Experience

4. Skill Check Training . Customers WantAnswers Immediately
5. Cost Saving . Increase Leads By 400%
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NUGGET #2 - ChatBot NUGGET #2 - C

« Natural Language Processing Model
+ 65,000 Annotated Conversations _§
« 17,000 Identified Keywords He}ndled Rate*
« Average Word Countis 8
* 71% New Customers
Total Users:
Returning:
New:

Omni-channel communication is
expected from today's customers.

NUGGET #2 - ChatBot ChatBot - Immediate Answers

« "Ready to Purchase" - 51%

* New Customers Are:

« Checking Inventory

+ Understanding Costs

+ Understand Lease Terms

« Storage Features

« Get Storage Recommendation
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ChatBot - Immediate Answers ChatBot - Immediate Answers

Hello, this is Devon &)
I'm Devon Self Storage's chatbot. | am pleased to help youl

Are you a new or existing customer?

What time dies your office close today

‘Which hours are you looking for?

The business office is open from 9:30 am