
Multinational Self-Storage
Organization Increases Review
Volume by 228X

Retail – StorageCase Study



Case Study | Multinational Self-Storage Organization Increases Review Volume by 228X

22

Background

As a pioneer in the self-storage industry, this multinational storage space vendor opened its first 
self-storage facility in 1972. Today it operates thousands of unique and diverse company-owned 
locations in the United States and Europe, totaling more than 142 million net rentable square feet of 
real estate. Additional self-storage facilities add about 28 million rentable square feet of commercial 
and industrial space. 

Recognizing that longevity and success in the storage industry shouldn’t be taken for granted, 
the organization enlisted the help of an Online Reputation Management (ORM) solution provider 
to improve their Reputation Score, increase review requesting and responding, and learn how to 
manage and improve customer experience using insights from online reviews.

Storage Industry Goals
• Implement a process for consistently 

requesting reviews to build review volume

• Empower location managers to monitor and 
respond to reviews

• Improve overall star ratings and Reputation 
Score

• Gain insight into customer sentiment across 
all locations

Company
Large multinational storage 
space vendor with thousands 
of locations

Customer Since
2016

http://reputation.com
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Challenges

This leading storage space vendor had little to no insight into customer sentiment about their 
facilities in various locations. With suboptimal (4.0) average ratings and a low overall Reputation 
Score (77), they knew they needed a systematic approach to requesting and responding to reviews. 

The challenge would be empowering managers at each location with the tools, templates and 
training necessary to implement a consistent process.

STORAGE INDUSTRY QUICK FACTS

(Statistic Brain) (Huffington Post) (SSA)

THE TOTAL AMOUNT OF 
SELF-STORAGE SPACE

 IN THE U.S. TOTALS 
2.3 BILLION SQUARE FEET.

ANNUAL SELF-STORAGE
REVENUE IN THE U.S. WAS

$36 BILLION IN 2015.

THERE ARE 
48,500 STORAGE UNITS 

IN THE U.S.

http://reputation.com
http://www.statisticbrain.com/self-storage-industry-statistics/?utm_source=static-asset&utm_medium=embedded-url&utm_content=multinational-self-storage-organization-increases-review-volume-by-228x
https://www.huffingtonpost.com/2015/04/21/self-storage-mcdonalds_n_7107822.html?utm_source=static-asset&utm_medium=embedded-url&utm_content=multinational-self-storage-organization-increases-review-volume-by-228x
https://www.selfstorage.org/Portals/0/Public%20Library/Intro_to_SelfStorage.pdf?ver=2010-06-16-000000-000&utm_source=static-asset&utm_medium=embedded-url&utm_content=multinational-self-storage-organization-increases-review-volume-by-228x
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Solution

Reputation.com made it easy for the team at this organization to monitor and respond to reviews 
for all its storage facilities. The platform monitors reviews across search, maps and hundreds 
of review sites from a single dashboard, then aggregates the data and sends alerts to the team 
in real time. Additionally, location managers can leverage approved templates to streamline and 
standardize review response across locations.

By pulling all data into a single dashboard for analysis and reporting, location managers 
are armed with the information they need to make data-driven improvements that help 
to optimize customer experience. 

http://reputation.com
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Results

Since implementing Reputation.com, this multinational self-storage company has seen impressive 
results:

• Review volume skyrocketed from 1,635 to 372,600

• Positive reviews increased by 10%

• Average star rating improved from 4.4 to 4.8

• Reputation Score increase 650 points, from 77 to 727

WHAT IS REPUTATION SCORE?
Reputation score is calculated based on an analysis of every 
aspect of your company’s online presence, from star ratings 
to review spread and volume to your visibility in search results. 
Our proprietary scoring formula covers the full spectrum of 
relevant online reputation factors to give you a comprehensive 
and thorough picture of the health of your company’s 
online reputation.

http://reputation.com


About Reputation.com 
 
Reputation.com delivers the category-leading Online Reputation Management platform  
for large, multi-location enterprises. 

We help companies monitor and improve online ratings and reviews, improve customer experience 
and drive traffic, visits and revenue.

For more information, visit us at  reputation.com or contact us at sales@reputation.com.

Copyright © 2018 Reputation.com, Inc.
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REQUEST A DEMO

Want to learn more 
about ORM?

Other Useful Resources:

• Online Reviews and Ratings 101: A 5-Step Guide to Improve Your Organization’s Online Reputation

• 6 Steps to Great Reviews and Rankings

• ORM in Action, Part 2: Review RequestingUse Google My Business (GMB) to Engage with 
Local Communities. With an accurate GMB listing 
for each of your locations, you can drive business by 
managing your presence on Google, including 
Search and Maps — and it’s free. 

DO THIS!

Never delete the occasional negative 
review! Respond immediately — take 
action to resolve the issue — then 
respond again. 

DO THIS!

Make sure to link back to the original post 
to highlight its authenticity.

DO THIS!

 TO GREAT REVIEWS6& SEARCH RANKINGS

STEPS

A great online reputation begins with great online reviews. Here’s how to boost your digital profile and 
build stellar customer relationships.

Get Serious About Your Reputation

Use an Online Reputation Management platform to manage review requesting and response, 
track social media and stream reviews to your website, so you can focus on delighting your 
customers and growing your business.

Ebook: Online Ratings and Reviews 101 Video: Drive Revenue with Engaging Surveys

**Source: SearchEngineLand

Learn More

*Source: SearchEngineLand
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of consumers think 
reviews older than 3 
months are not relevant.69%

of consumers read 
reviews before deciding 
on a business or service.88%

**

*

Review recency matters, so 
keep them coming.

Online reviews can help you 
deliver better service and 

enhance the customer 
experience. Think of reviews 

as free business 
consulting!.

SHOWCASE GREAT
REVIEWS

Get a great review? Make 
sure people know about it! 

Share it on social media 
and your website. 

GET SOCIAL!

Establish a strong presence 
on social channels for all 
your locations, and post 
content and ads relevant

 to each community. 

DON’T STOP ASKING!

REQUEST REVIEWS
FROM ALL CUSTOMERS

Send review requests after 
every customer interaction, 

to build review volume.

Keep an eye on what people 
are saying about all of your 

locations — and respond 
promptly.

MONITOR & RESPOND
TO REVIEWS

USE FEEDBACK TO
IMPROVE YOUR BUSINESS

http://https://www.reputation.com/?utm_source=static-asset&utm_medium=embedded-link&utm_content=big-three-automaker-increases-monthly-sales-by-six-percent-with-focused-reputation-management
mailto:sales%40reputation.com?subject=I%27d%20Like%20to%20Schedule%20a%20Demo%20Request%20via%20Medquest%20Case%20Study
http://reputation.com
https://www.reputation.com/resources/e-book/how-to-get-everyone-on-board-with-reputation-management/?utm_source=static-asset&utm_medium=embedded-link&utm_content=how-to-compete-for-patients-in-the-digital-age
https://www.reputation.com/resources/ebook/online-reviews-and-ratings-101-a-5-step-guide-to-improving-your-online-reputation/?utm_source=static-asset&utm_medium=embedded-url&utm_content=multinational-self-storage-organization-increases-review-volume-by-228x
https://www.reputation.com/resources/infographic/6-steps-to-great-reviews-search-rankings/?utm_source=static-asset&utm_medium=embedded-url&utm_content=multinational-self-storage-organization-increases-review-volume-by-228x
https://www.reputation.com/resources/video/orm-in-action-part-2-review-requesting/?_sf_s=ORM%20in%20Action%20&utm_source=static-asset&utm_medium=embedded-url&utm_content=multinational-self-storage-organization-increases-review-volume-by-228x

