
HOW TO USE THIS FOLDER:

Keep this Welcome Packet handy at your desk—we suggest a top drawer. Reference this 
useful resource anytime you need more info about topics like online reviews, your SpareFoot 
listing, understanding SpareFoot customers, how SpareFoot works, etc.

Starting out with a new marketing service can be overwhelming. We want to make it easy, so this 
folder is your comprehensive guide to all things SpareFoot. 

We strive to be the best of the best when it comes to client satisfaction. Real, friendly people answer 
all SpareFoot support inquiries in-house here in Austin. The time it takes for us to respond to and 
resolve issues is normally minutes, not days. Our expert team’s contact info is on this folder, so 
please reach out to us anytime.

We’re sure you will love our products and services—we are well-known in the industry for driving 
high-quality new storage customers to our facilities. We’re excited to start a long and enjoyable 
relationship with you. 

Best,

P.S. We’re working on exciting improvements to MySpareFoot and the monthly reconciliation 
process. Our top priority is to make your life easier, so we think you’ll love what’s to come. Look out 
for updates on these and other new features we’ll release soon. We’ll even send you a couple new 
pages that you can print out and add right into this folder!

News.SpareFoot.com 
TheStorageFacilitator.com

Industry news authority:
Storage education resource:

Your Friends at SpareFoot



SpareFoot is a huge network that reaches customers looking for storage in two major ways:

• In search engines: SpareFoot and other online storage sites we power (like SelfStorage.com) help your 
listing rank well—just like the largest operators. 

• Through our 60+ partners: These include Penske Truck Rental and MyMove. We cross-sell storage to 
customers who are already looking for trucks, apartments, shipping and other moving services.

When a customer lands on any of our 
websites, we show them a list of storage 
options. These are ranked based on factors 
like your location and move-in rate, which 
is the percent of SpareFoot reservations 
who move in to your facility. 

PHASE 2: 
THEY FIND YOUR FACILITY

Customers can reserve one of your units on 
our website or by phone. All phone 
numbers on our listings ring into our call 
center. Customers can’t call you directly 
until after they reserve a unit, so it’s critical 
that your listing information is 100% 
accurate.

When a customer reserves one of your 
units, we send you an email with the 
subject, “URGENT: New customer from 
SpareFoot.com!” 

Sometimes customers skip the reservation 
and reach out to you directly after �nding 
you on SpareFoot. We don’t charge for 
these customers!

PHASE 3: 
THEY MAKE A RESERVATION

CUSTOMER LIFECYCLE CONTINUES ON THE REVERSE SIDE OF THIS PAGE



The SpareFoot Customer Lifecycle

You’ll be automatically charged on the 10th of each month per 
your updated statement. Receipts are sent via email. Be sure to 
check your email to make sure you receive your receipt. 

Ten minutes after a new customer reserves 
one of your units, we’ll place an automated 
call to your facility from our number (855) 
427-8193. You’ll be prompted to connect 
directly with the customer. This follow-up 
call is the best way to ensure they move in.

PHASE 4: 
YOU GET A TENANT CONNECT

FOLLOW-UP CALL

The customer might arrive with a printed 
con�rmation email from SelfStorage.com or 
one of our other partners. Just remember 
that these customers come from SpareFoot.

PHASE 5: 
THEY MOVE IN!

Reconciliation opens in MySpareFoot on the 
�rst business day of each month. This is 
your chance to update your statement and 
tell us what happened with each customer 
from SpareFoot. Remember, you have �ve 
business days (one full week) to reconcile.

PHASE 7: 
YOU RECONCILE YOUR STATEMENT

The day after they’re scheduled to move in, 
we’ll send you an email with the subject, 
“Action Needed: Did ______ Move In?” All 
you have to do is choose the appropriate 
button. This will make your statement 
reconciliation process much simpler.

PHASE 6: 
YOU VERIFY THEY MOVED IN

PHASE 8: YOU RECEIVE A RECEIPT

$



THE WARM FUZZY LIFECYCLE:

WHO ARE THEY?

WHAT DO THEY ALL HAVE IN COMMON?

They demand clarity and transparency in their storage search. Many are new to using storage, and 
want to learn everything about your facility online. The reality when they arrive has to meet the 
expectation set online—the same way someone who orders blue shoes on Zappos.com doesn’t want 
them to arrive at their doorstep in red. This is NOT the Yellow Pages; customers who �nd you on 
SpareFoot get frustrated with vague and old-school marketing. 

Customers also care about security features that make them feel safe, reviews that show others had 
a good experience, and a follow-up call (Tenant Connect) so they can speak directly to the manager 
after reserving. It’s all about reassuring the customer they will get great service—a “warm fuzzy” 
feeling that’s critical to their buying decision.

Over our years of testing, optimizing, interviewing and surveying, we’ve learned that customers 
from SpareFoot tend to be some combination of these personas. Some didn’t even know they 
needed storage until they found us through a moving partner! You may want to adjust your storage 
pitch accordingly:

Marketing Intel  |  Understanding SpareFoot customers

WARM & FUZZY!

SHOPPING BOOKING MOVING IN

THE SHOPPER
plans and researches
their storage needs

ahead of time

THE RUSHER
rushes to �nd storage, with no

time to make phone calls
or drive around

THE INDEPENDENT
feels con�dent making a

storage decision based on
what they see online

THE CALLER
still researches storage online,
but prefers to talk to our call

center before reserving



HOW CAN YOU ATTRACT THEM?

SpareFoot customers like to compare facilities to �nd the best storage option for their needs. We 
optimized the design of SpareFoot listings to show customers the info they want in an easy-to-�nd 
way, and to help you set your facility apart and earn their reservation:

Marketing Intel  |  Understanding SpareFoot customers

• You can set discounts off your standard price in MySpareFoot—then we can show that a unit is normally $75, 
but we can get it to you for $60 

• You can also set special promos in the Units tab in MySpareFoot

• Integrate SpareFoot with your software to ensure prices and availability are always up-to-date

• Your description should include any details that make you unique, such as being family-owned or located 
near a landmark

• Learn more about reviews on the “Guide To Reviews” sheet in this folder

• Add photos of your front desk, security features, units, and anything you like to show off on facility 
tours—avoid too many street-view photos

• Be clear about both your of�ce and access hours



Guide to Reviews  |  How to show off your customer love

DO...

• Use your discretion and make a good impres-
sion, since every potential tenant who looks at 
your facility on SpareFoot will see it
• Always thank the reviewer for their feedback
• Let them know how you will correct their 
speci�c problem and learn from the experience
• Be kind, concise and straightforward
 

DON’T...

• Respond right away—take time to cool off 
and plan what you’ll write
• Reply to every positive review—it’s best to 
reply only to the negative or outstandingly 
positive
• Shift the blame to the customer or make 
excuses—take responsibility for their 
experience
• Be defensive or belittle the reviewer—stay 
polite and speak directly (say “you,” not “this 
customer”) 

WHY ONLINE REVIEWS MATTER:

• Customers are 50% more likely to reserve at facilities with at least one review. 
• More than 60% of customers consider 3 or more facilities before deciding where to store. Reviews 
help you stand out and earn the trust of potential tenants.

WHERE SPAREFOOT REVIEWS COME FROM:

After they move in, we email your SpareFoot customers to ask them to leave a review on your 
facility listing. We read and approve every review before publishing, so they’re screened for defam-
atory or inappropriate content. We also verify the review was submitted by a real person.

HOW TO GET MORE REVIEWS:

1. Hand out Review Cards. You can �nd a stack in this folder! The card on top explains everything.  
2. Try the Review Request tool. Log in with your email, go to the Reviews section and choose 
the Request Reviews button. Select your facility and paste in the email addresses of any former and 
current tenants you have good relationships with. Hit Send Requests to send them an email with a 
link to review on your listing.
3. Ask happy customers in person or by phone. Be candid about how important their 
feedback is to you. Direct them to �nd your listing by searching your zip code on SpareFoot.com, 
then they can follow the reviews link at the top of your listing.

HOW TO REPLY TO REVIEWS:

Publicly responding to your SpareFoot reviews is an opportunity to give great customer service 
outside your store. Go to the Reviews section, where you’ll see all your reviews. Select one to leave 
a response. But �rst, note these best practices:




