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The Right Stuff
Many factors go into choosing the best software for your facility.

By John Dunlap

Self storage owner/operators and managers face plenty 
of decisions in an effort to run an effective and profitable 
business. Some of the daily decisions are small and rela-
tively easy to make. But when it comes to picking the right 
software, it can often be a tough task. After all, there are 
plenty of software companies from which to choose, each 
offering attractive products that will turn your operation 
into a well-oiled, time-saving machine.
But for a facility owner/operator, all these great software 
options can be problematic: How do you pick the right 
one? What factors go into choosing the right one? In the 
end, why did you choose the one you have?
SSA Globe interviewed a variety of owner/operators to 
get their take on the task of choosing the right software 
company. In looking at the totality of their answers it 

became clear that one element clearly mattered as much as 
any to the owners: great customer service at virtually any 
time of day. Another key element in making their choices 
was ease of use, so that managers of all ages would have 
no trouble figuring out and making good use of the system.
What follows are the thoughts from a number of owner/
operators regarding their decision-making process.

Meet the Criteria
Back in 2006, John Eisenbarth, vice president of opera-
tions for West Coast Self-Storage, based in Mill Creek, 
Washington, was tasked with the job of finding a software 
product that would fit the bill for his company. West Coast 
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Self-Storage manages, develops and builds self storage 
facilities and now has 25 properties in its portfolio.
Eight years ago, Eisenbarth’s criteria for finding the right 
software product were fairly straightforward as he did 
his research. He was looking for a product that was easy 
for managers to use on the frontline and for accounting 
purposes on the backline. Managers and district managers 
alike had to be able to understand how to use it.
He wanted real-time, up-to-date numbers that would 
allow his company to be managed at the highest level. And 
he wanted a software company that would not rest on its 
laurels, would meet the needs of West Coast Self-Storage 
and change with the times.

“I was looking for someone who would grow with us and 
could be a lifelong partner,” said Eisenbarth. “We wanted 
high level customer service, someone who would cater to 
our needs. In the end, we chose Domico and we’ve had 
them ever since.”

Eleven years ago, when Graham went about the job of 
finding a software company and program that he could 
believe in, he made a conscious decision to abide by a few 
criteria. First, the program had to be easy to use. Second, 
the customer service had to be unflagging. And third, he 
wanted a company that was not too large.

“If a company is large enough to serve 10,000 customers 
versus one that serves 1,000 customers, which one do 
you think you’ll get the most personalized service from,” 
Graham asked? “I chose Empower because I felt we would 
get the best personal service in a timely fashion. In 11 years 
I haven’t been wrong.”

Eisenbarth liked the fact that, from day one, Domico 
owner Glen Hunter made himself available to West Coast 
Self-Storage at virtually any time of day.

“I’m on a first-name basis with many of the techs at Domico,” 
Eisenbarth said. “I still get contacted on a regular basis 
from other software companies and I don’t ignore their 
pitches. But we’ve been pleased with what we’ve had the 
last eight years.”

Need Help Right Now
On a Saturday morning in late April, Richard Graham had 
a problem. Graham, the founder of Graham Investments, 
which owns 10 self storage facilities—seven in Houston, 
three in Colorado—found out that his software program 
on his store’s computers had just gone down. Time was of 
the essence, so he called Tom Smith of Empower Software 
and Storage Commander.

“Tom left his home and went into his office on a Saturday 
and fixed the problem himself,” said Graham. “If the owner 
of a company is willing to fix a problem, it says a lot to me 
about the company itself. When a self storage manager has 
a problem, he or she needs to have it fixed right now. It’s 
not the sort of thing that can wait until tomorrow.”

Time-Saving and Life-Changing
Gero Derian owns/manages Glenmont Self Storage in 
Glenmont, New York. Approximately 14 years ago, he 
went looking for a software company that would not only 
change his business but change his life as well. He was 
hoping to find an organization that would make his busi-
ness a little easier to run and thus afford him a little more 
time to devote to his private life. He found it in Syrasoft 
and its owner/president Tom Garden.

“I met the owner of Syrasoft at a couple of trade shows and 
figured if the owner made the effort to be at these gather-
ings, that was a good sign,” said Derian. “In this business, it 
is all about relationships, and having a positive relationship 
with your software company is so important.”

“In this business, it is all about relation-
ships, and having a positive relation-
ship with your software company is so 
important.”

~ Gero Derian, Glenmont Self Storage

“When a self storage manager has a 
problem, he or she needs to have it 
fixed right now.”

~ Richard Graham, Graham Investments

“We looked at several software 
programs, attended the exhibit halls 
at trade shows, looked at them and 
sampled the trial versions.”

~ Doris Patterson, A-1 Self Storage 

Derian broke down his list of criteria into three areas: (1) 
quality of service; (2) ease of use and (3) cost. Once he 
settled on Sysasoft, he said that his life changed for the 
better because it got him away from the books and freed 
up time to concentrate on things like getting out into the 
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“I was looking for someone who would 
grow with us and could be a lifelong 
partner.”

~ John Eisenbarth, West Coast Self-Storage

local community to promote his facility, joining the local 
chamber of commerce and having more time for his family.

“Compared with the way it used to be, I now only have 
to spend about a tenth of the time I used to worrying 
about keeping up the books and making sure all the 
customer information was current and up-to-date,” Derian 
concluded. “It has made my life so much easier. I’ve had 
14 years with Syrasoft. If you’ve got something good going 
on, you want to keep it going on.”

Are You There for Me?
Customer service was a key factor in the eyes of Doris 
Patterson, the general manager for McGuire Construc-
tion Company in Winston-Salem, North Carolina, which 
owns six facilities in North Carolina under the A-1 Self 
Storage brand. She said her company’s latest search for 
the right software company was based in large part upon 
getting immediate response. A-1 chose fellow North Caro-
lina-based company SMD Software (SiteLink).

“My concerns were that the support would be questionable,” 
said Patterson. “Our prior software support company was 
in another time zone and was not readily available. When 
you have a problem, you cannot wait until the next day for 
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an answer. That has never happened with the software we 
now have.”
Patterson, whose company has been in the self storage 
business since 1980 (and a steady SSA member since then), 
also pointed to a need for the software to be easily used 
by facility managers, notably those at or near retirement 
age. In the end, after much due diligence, she made her 
current choice.

“We looked at several software programs, attended the 
exhibit halls at trade shows, looked at them and sampled 
the trial versions,” added Patterson. “We settled on 
SiteLink of SMD Software and have never looked back. 
The program is almost foolproof. It is so user-friendly that 
our managers who are approaching their retirement age 
love it.” v
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