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OUR PRIMARY 
SERVICE OBJECTIVE:

To provide a better and 
better product and service to 
more and more people at a 

lower and lower cost.

®

CAN YOU FIND 
SAMMY U?
He’s hidden in4  places 

throughout these pages, and 
there’s no telling where he  
may be—in text, in photos,  

QR codes, anywhere. 

We’ve also hidden the names of 
team members (excluding people 
featured in stories and captions). If 
you spot your first and last name 
somewhere in this issue, email us 
at uhaulnews@uhaul.com and 

you will win a U-Haul T-shirt.

In addition to the stories featured in this issue, 
there are many more U-Haul News stories online. 
System members can log in to uhaul.net, and 
U-Haul Dealers to uhauldealer.com, to read 
more stories. Or, go directly online with your 

smartphone by scanning this QR code. 

MORE STORIES ONLINE:

P
lanning ahead during the holidays is 
essential. Write down your “holiday 
plan” for making good lifestyle 
choices before you are faced with a 
bowl of punch, plateful of holiday 

sweets or a large, calorie-dense meal and several 
late-night parties with family and friends.

There are some tools you can use to help stay 
healthy during the holidays. First, you’ll want to 
do your research.

• Research cookbooks and online sources for  
 “healthy holiday eating.” This will help   
 inspire you to make healthy versions of   
 your holiday favorites. 

• Be mindful of everything you pick up to   
 eat and make the choice as to whether   
 the calories are what you have planned to  
 consume. If not, do not.

Next, you’ll want to make sure you’re ready for 
any holiday gatherings you may attend.

• Resolve ahead of time not to eat the   
 unhealthy snack food that will be at work,  
 holiday parties and home. 

• Have some healthy snacks on hand, so that  
 you can enjoy them when others around  
 you are eating less healthy items.

• When putting food on your plate at a   
 holiday meal, cut your portions in half and  
 stick to the healthy choices. 

• Know what you are drinking. Most punches  
 are high-sugar, high-calorie drinks, as are  
 drinks with alcohol and sodas. If it’s not  
 on your plan, drink water.

Involve others in your health and fitness goals. 

• Tell those you interact with at work and  
 home that you are trying to eat healthy, and  
 ask for their support.

• Support your co-workers and family by   
 encouraging healthy eating during  
 the holidays. 

• Ask others to join you for a walk during the  
 holidays, whether at home or work.

Make sure your healthy holiday goals  
include exercise.

• Increase your physical activity during the  
 holidays, even if it’s just adding an extra  
 few minutes each time you exercise.

• Include visitors and co-workers in your   
 exercise routines. Plan to hike, bike or play  
 sports with them, which will burn calories  
 and reduce stress.

On top of watching what you eat and exercising, 
focusing on your general health is very  
important too.

• Drink plenty of water to stay hydrated and  
 reduce stress on your body.

• Keep your sleep pattern uninterrupted   
 during the holidays. When we’re tired, our  
 brains crave “comfort foods,” so we tend to  

 overeat and make poor food choices.

And, the most important tip of all? Slow down 
and enjoy yourself. Even when you’re sitting 
down to a meal, you will be tempted to overeat. 
Remember that it takes about 20 minutes for 
your brain to get the “I’m full” signal from your 
stomach. Slow down and enjoy!

Happy Holidays!

HEALTHY HOLIDAY HABITS
“Always have a large green salad as 
a filler with your main meal. Turkey is 
actually very healthy as long as you 

avoid eating the skin. Portion control is 
important. Anyone can eat what they 

want as long as it’s portioned correctly.”
- Lindsay Pobieglo, Risk Management 

program manager

“I avoid the snack areas at work 
because they usually contain store-
bought treats. I realize never eating 
dessert isn’t realistic, so if I’m going 

to eat a treat, I’d rather eat something 
homemade on a special occasion. And, 

homemade treats can be modified to 
include less sugar and other  

unhealthy ingredients.” 

- Nikki Hogan, U-Box project manager

“My diet stays the same during the 
week approaching the holiday. I eat 

fewer carbs and try to get more protein. 
I increase my exercise routine with the 
lovely thought of what’s to come. I use 
the My Fitness Pal app every chance I 

get. Personal record keeping goes  
a long way!”

- Charlotte Cowser, traffic control 
manager for UHC of East  

Sacramento (Co. 706)

“I cook almost sugar free. I use sugar-
free Jell-O and sugar-free Cool Whip. 
Also, we a have tradition of root beer 
floats, for which I buy sugar-free root 
beer and ice cream. For the mashed 
potatoes, I keep the skins on when I 

mash them and use a butter substitute 
with less trans fat.” 

- Debi Martin, general manager 
of U-Haul Moving and Storage of 

Miramar (732-082)

Zakiah Cole, customer 
service representative 
at U-Haul Moving and 

Storage of Philadelphia 
(808-042), swaps 

sugary desserts for a 
fruit cocktail. Cole’s 

advice is to “eat right 
and eat light.” 

HONORING OUR CUSTOMERS
2005-Present

What started with a vision in 1945 is 
now a household name: U-Haul. It 
hasn’t always been smooth sailing, 

and there are surely more challenges to be 
met in the future, but U-Haul is positioned 
to maintain its dominance in the industry 
it created 70 years ago. As we wrap up 
our look back at U-Haul Company’s 70 
years of moving America, we’re taking the 
opportunity to salute our customers, who are 
the main reason we’re in business today.

Every time a customer drives off in a U-Haul 
truck or tows a U-Haul trailer, there’s a team 
of people behind the rental. The customer 
sees and interacts with the customer service 
representative (CSR), general manager (GM) 
or dealer who hands them the keys, but 
there are many others they don’t see. For 
example, there’s a Contact Center team 
member who made the reservation, an area 
field manager (AFM) who trained the dealer, 
a traffic control manager (TCM) who made 
sure the equipment was there, and a shop 

technician who ensured that the equipment 
is well-maintained and ready to rent, to 
name a few. These people represent the 
thousands of helping hands along the way, 
whether it’s across town or across  
the country.

A better break
Everything U-Haul does is focused on giving 
our customers a better break. U-Haul has 
never stopped—and never will stop—looking 
for newer and better ways to provide a 
better and better product and service to 
more and more people at a lower and lower 
cost. Examples of this include the creation 
of myuhaul.com, allowing customers to 
schedule their reservations on uhaul.com 
and rolling out several online and mobile 
apps to Make Moving Easier.

These are just a few of the many ways 
U-Haul honors our customers. As you read 
through this issue, you’ll see many more of 
them, along with a time line of milestones 
from 2005 through today on pages 10  
and 11.

And while we’re reminiscing to celebrate 
our past, we’re also looking toward the 
future to see what might be on the horizon 
for U-Haul. Check out page 13 for some 
creative ideas from U-Haul Team members.

To read more about how U-Haul honors 
our customers, along with some of the 
revolutionary tools and programs the 
Company has rolled out over the last 10 
years, check out U-Haul News online.

In 2009, U-Haul launched a tool that 
allowed customers to schedule their 

reservations on uhaul.com.
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U-HAUL DEALER PIONEERS
Raymond and David Greenhalgh

David Greenhalgh is now GM at U-Haul Moving and Storage of 
Cumberland (R.I. [796-061]).

U-Haul Dealer Pioneers Raymond (left) and David Greenhalgh

WEST WARWICK, R.I.—When Raymond Greenhalgh 
opened a service station in West Warwick in 1954, 
he didn’t see it as anything fancy.

“I guess you could say it was your average gas 
station, with two repair bays,” his son, David Greenhalgh, noted.

While the facility itself may have been ordinary, the people who 
operated the business itself were nothing short of extraordinary. 
The Greenhalgh family added a U-Haul Dealership in 1960, a 
partnership that would end up lasting 48 years.

“My dad saw what a tremendous opportunity partnering with 
U-Haul would provide, so we came on board with the Company,” 
recalled David, who was 4 years old when his dad became a 
U-Haul Dealer.

The Greenhalghs added a rental store to the service station 
location in 1969, renting general equipment, party goods and 
tools for homeowners and general contractors. When they lost 
their lease for the gas station in 1984, the family left the service 
station business and moved their rental store and U-Haul 
Dealership to a new location, where they remained for the next 
24 years.

Family business
This was a true family business from the day Raymond 
Greenhalgh opened his doors. David Greenhalgh and his four 
siblings grew up helping out their parents, though only three of 
them worked there when they were teenagers and older.

“I started working there when I was 14, even before I got my 
driver’s license,” David reminisced. “Often, I worked with my 
older sister, Bobbi Bowman. Our older brother worked there when 
he was in college, but I was still pretty young then.”

Working with family can lead to some headaches, but the 
Greenhalghs found ways to make it fun.

“It was nice,” David emphasized. “For the most part, we enjoyed it. 
There were some tense times, but there were enough things to do 
to keep us busy, so it never was a big deal.

“We had a good variety of things to do around the business,” he 
continued. “We were never bored.”

“Seamless transition”
As the years went by, Raymond and David were the only two family 
members involved in the business. Raymond’s health forced him 
to step away in the late 2000s, leaving David as the only family 
member involved in the business. In 2008, David Greenhalgh 
decided to sell the business.

But that wasn’t the end of his U-Haul career, as he became a field 
relief manager (FRM) for UHC of Rhode Island (Co. 796). Within 
a few months, he took over as general manager (GM) at U-Haul 
Moving and Storage of Cumberland (R.I. [796-061]), where he 
remains today.

“It was a seamless transition going from the dealership to a U-Haul 
Store,” David stressed. “I had a lot of valuable experience running 
a dealership for so many years. In fact, many of the things I had to 
do manually as a dealer are done automatically by the computer 
now, so it’s really nice.”

That David Greenhalgh is still a part of Team U-Haul is no 
surprise to Kent Reynolds, area field manager (AFM) for UHC of 
Rhode Island (796-001).

“The Greenhalghs were and are dyed-in-the-wool U-Haul people,” 
Reynolds proclaimed. “They were well-known in the area for their 
rental business, and they always had a lot of rotation U-Haul 
equipment, because they were very good at renting it out.

“Just about everyone in the area has done business with them 
at some point, it seems,” he continued, “whether for the rental 
business or U-Haul rentals. The Greenhalghs were a fixture in this 
area for several decades. And because David is now a U-Haul GM, the 
connection between U-Haul and the Greenhalgh family lives on!”

U-HAUL PIONEER  
Elaine DeShong

If U-Haul could crown a queen of customer 
service, Elaine DeShong would be that 
monarch. Though she retired in 1995, her 

legacy with the Company lives on in every 
move made easier.

Elaine was part of an elite group of U-Haul 
wives who worked for the Company for several 
years before being paid to do so. While her 
husband, Harry DeShong Sr., was at work 
during the mid-50s to early 60s, so was 
Elaine—though she wasn’t on the payroll. 
U-Haul “fieldmen” had a key to their home. 
And, when U-Haul co-founder L.S. “Sam” 
Shoen would arrive in town, Elaine insisted 
that he stay at their home rather than spend 
money on a hotel room. 

When Harry became president and shop 
foreman of the old U-Haul Company of 
Nevada in 1961, Elaine helped out by 
“answering telephones and pitching in,” 
according to a 1978 AMERCO World article. 
Little did she know the effect her help would 
have on U-Haul today.

Setting the standard
Elaine officially began her U-Haul career on 
September 25, 1963, as an assistant traffic 
controller, a position she held for less than a 
year before being promoted to office manager 
of what was then the Arizona Marketing 
Company.

Before U-Haul had an official Customer 
Service department, Elaine had already begun 

to establish some of the customer-service 
policies that exist to this day. Appalled 
by a poor response to letters mailed in by 
customers, she decided to take matters into her 
own hands. 

“Moving is one of the five most stressful 
experiences in a person’s life, right up there 
with death and divorce,” Elaine declared in 
a 1993 U-Haul News article. “The more 
personal your relationship is with customers 
during this traumatic event, the more service 
you provide to them.”

In 1967, after U-Haul moved its corporate 
headquarters from Portland, Oregon, to 
Phoenix, Elaine was promoted to manager of 
U-Haul Customer Service, now part of the 
U-Haul Contact Center. Customer Service was 
a very small operation at the time—a five-
person team with one red telephone, dubbed 
the “hotline,” which customers would call for 
assistance with their rental. It was in this new 
position that she realized her full potential to 
be an advocate for U-Haul customers. 

“I think customers are the best and biggest 
asset any company can have,” Elaine stressed 
in a 1995 U-Haul News article. “It’s vital 
that U-Haul and other businesses make 
them happy, keep them happy and keep them 
coming back.”

Making a friend for life
When Elaine took on the responsibility of 
managing the Customer Service Team, her 

policy was compassion, and she demonstrated 
that with every customer she touched. 

“Anyone can go out and get new customers,” 
Elaine asserted in 1974, “but to stay in 
business you have to keep your old customers, 
your repeat customers—and keep them happy.”

Every customer concern was an opportunity for 
Elaine to shine, which she did repeatedly for 
more than 30 years before retiring in 1995.

“It intrigues me to no end to find a customer 
in trouble, and turn that trouble around to help 
them and to keep them as a customer,” Elaine 
mused in 1978. And, she meant it. At her core, 
Elaine lived and breathed customer service. 

“You get on a personal basis with customers, 
and find out their problems,” Elaine advised in 
1993. “When you make a friend for life, you 
know that they’ll never go anywhere else for 
equipment.”

In the 50 plus years since Elaine joined the 
Company, her principles are still the foundation 
of how U-Haul strives to serve our customers. 

“Over the years, Customer Service has grown 
and modernized,” Elaine noted, “but we 
haven’t changed our basic philosophy: Once 
we rent our equipment, we have an obligation 
to our customers to get them and their goods 
to their destinations. We want the move to go 
smoothly for our customers, and we want to 
solve any problems that arise.”

(Back row) Harry DeShong Jr. and his wife Patti 
DeShong. (Front row) Elaine and Harry DeShong Sr.  

Elaine and Harry DeShong Sr. in the 1960s. Elaine receiving her 10-year service award 
from U-Haul Pioneer Hap Carty. 
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IXTY YEARS OF SERVICE. It’s something that’s never been achieved 
before in U-Haul Company’s history. There are some U-Haul Dealerships 
that have been open for 60 years or more, but all of them are on their 
second or third generation of family ownership. No single person has 
reached 60 years of service with U-Haul ... until now. More amazingly, 

TWO people are celebrating 60-year milestones: Logan Frank and Phil Schnee.
We’re honored to applaud these two U-Haul pioneers for their loyalty, dedication and 
hard work. Their efforts have helped to build U-Haul from a fledgling trailer-rental 
operation to the dominant name in the moving and self-storage industry. As U-Haul 
News wraps up our year long celebration of the Company’s 70th anniversary, here’s 
a look back at the careers of Logan Frank and Phil Schnee, two U-Haul pioneers who 
have been with U-Haul almost as long as the Company itself has been in existence.

Phil Schnee
Admittedly, neither of these men knew much about U-Haul when they applied 
for jobs with the Company. Each of their U-Haul careers started by meeting with 
U-Haul co-founders L.S. “Sam” Shoen and Anna Mary Carty Shoen.
Schnee’s U-Haul journey started first, in 1953. (He left the Company to go to school 
or pursue other opportunities a couple times, and he “retired” for a short time, so it 
took him a couple extra years to reach 60 years of U-Haul service.)
“I was friends with Ron Green, who was Sam and Anna Mary’s neighbor in Portland, 
Oregon,” Schnee reminisced. “Ron was opening a U-Haul shop in Oakland and 
wanted me to come with him, so we went to Sam’s house. Sam interviewed me in 
the basement of his home and hired me on the spot.
“I didn’t know much about U-Haul at the time,” he added. “When I took the job, I 
didn’t see it as a career move, because I planned to go to college eventually. I was just 
an 18-year-old kid bouncing around and didn’t know what I wanted to do.”
Schnee started on November 3, 1953, at the Portland Trailer Manufacturing Plant, 
building FV (6 x 8) and US (4 x 7) trailers. A few months later, the plan to move to 
Oakland changed, and Schnee and Green headed to Boston to work for Hap Carty at 
the Boston Trailer Manufacturing Plant.
“The shops in those days were converted houses; nothing like what they are today,” 
Schnee disclosed. “When Hap opened the Boston Trailer Manufacturing Company, 
his poor wife and kids lived upstairs while we pounded away downstairs!
“But that’s what U-Haul was like in the early days,” he continued. “We weren’t 
concerned with frills, we just worked to build the best trailer and put it on the road. 
We knew if we did our job, the perks would come eventually.”

Logan Frank
Logan Frank can attest to the “no frills” approach in those days. That fact became 
very apparent to him in 1955, when he answered an ad in the newspaper for people 
needed to move trailers.
“I had never heard of U-Haul, so I thought it was moving house trailers,” Frank 
revealed. “When I showed up to answer the ad—with about 60 others—I filled out 
an application and ended up being hired by L.S. and Anna Mary. I really liked both of 
them and knew I had found a home.
“The next night,” he continued, “Anna Mary and L.S. took me and my wife, Dee, 
to a fine dinner at the Fontainebleau Hotel on Miami Beach. Once I found out how 
much I would make—$315 a month with a $5 per diem—I realized that was the end 
of the Fontainebleau for me!”
Frank was hired to be an area field manager (AFM) covering half of Florida, so he 
was on the road a lot. That meant spending a lot of time at cheap motels or simply 
sleeping in the cab of his truck.
“You haven’t lived until you’ve stayed in some $2-a-night motels!” he laughed.

Heading back west
While Frank was spending his early days with the Company traveling to U-Haul 
Dealerships throughout the Southeast, Schnee packed up and headed back to the 
West Coast. In early 1956, he transferred to the U-Haul repair shop in Van Nuys, 
Calif., where he helped set up the paint shop with Tom Safford.
A couple years later is when he says his U-Haul career really took off.
“After pestering Kerm Shoen to put me in the field, my chance finally came,” Schnee 
reminisced. “I took over a field route in Los Angeles County, from Santa Monica to 
Long Beach.
“I almost wet my pants the first time I walked into a service station as a U-Haul 
representative!” he laughed. “But as soon as the station owner asked me, ‘How does 

Phil Schnee in 1984.

U-Haul Pioneers Ron Green (left) and  
Phil Schnee in the 1950s.

Logan Frank and the woman he calls  
his “right hand,” his wife, Dee.

Logan Frank, Norm Dacus and U-Haul  
co-founder L.S. “Sam” Shoen in 1956.

MIKE DAVIES
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U-Haul work?’ I calmed down and explained it to him, because 
that was an easy question for me to answer. He ended up signing 
up as a dealer.
Schnee was a quick learner, signing up 15 new dealers in L.A. 
County in his first 30 days on the job.
“This was necessary if we were going to make it convenient for our 
customers to rent a U-Haul trailer,” he emphasized. “Plus, we were 
able to create another field route, which cut down my travel time.
“It was a constant challenge,” Schnee continued. “We were still 
a couple years away from truck rentals, and our competition 
was pretty stiff. There were about five competitors in Southern 
California: Nationwide, National, Rent Master, Allstate  
and Kar-Go.”
Across the country, Frank and his brother, Ron, were becoming 
“business friends” with the presidents of Nationwide and 
National. Eventually, the Frank brothers convinced these 
presidents to give up on Nationwide and National—neither of 
which had the centralized control structure that U-Haul had—and 
become U-Haul Dealers.
“National’s trailers were owned by various people, and they were 
all concerned at all times only with where their specific trailers 
were,” Logan Frank explained. “That was a thorn in their side.
“I made a number of visits to the president of National, H.D. 
Bohanon, and we became friendly,” Frank continued. “After we 
became business friends, we talked about putting U-Haul trailers 
on the lot to see which ones rented better. He agreed, and a few 
months later, it was all U-Haul and he ended up being a U-Haul 
Dealer for quite some time. Eventually, the huge inventory of 
yellow Nationwide and National trailers faded away.”

AFM to be reckoned with
Frank’s success as an AFM encouraged L.S. Shoen to include him 
in “The 1962 Lecture,” a two-week tour of marketing companies 
throughout the U.S. and Canada with Shoen, Hap Carty, Tom 
Safford and Jim Oakley. It was during this lecture tour that Frank 
defined an effective AFM as “a person to be reckoned with.”
“An AFM to be reckoned with,” he asserted, “is hard hitting, tough 
minded and enthusiastic; someone who commands and keeps the 
respect of each and every one of their dealers and does this through 
honesty, integrity and hard work.”

“There’s my sign”
U-Haul was still relatively new, so as Frank and Schnee put lots 
of miles on their vehicles to open new dealerships, they were 
also promoting the Company. In 1958, Frank had the idea to put 
U-Haul trailers on revolving poles.
“We didn’t have much of an advertising budget in those days,” 
he observed. “So, when I saw the first tandem trailer, I thought, 
‘There’s my sign.’
“After a while,” he continued, “I got a letter from headquarters 
in Portland that said, ‘This trailer hasn’t moved. Can you find 
out where it is?’ I wrote back with the photo of the trailer on the 

several new U-Haul Centers and took on several product lines 
including RV parts and repair, hitch sales and installation, self-
storage, tool rentals, Movers World, pack and load, mailboxes, 
propane and gasoline sales.”
We all know how that story ends, as many of those diversification 
efforts drained resources from the Company’s core business. 
It’s an example of the rough patches and difficulties Schnee and 
Frank have seen and lived through during their illustrious U-Haul 
careers. Both of them learned from these lean times, and each 
of them individually played a large role in helping the Company 
regain its spot as the number-one name in the industry.

Different paths
Today, Frank is an assistant to the president. One of his main roles 
is mentoring students in U-Haul University (UHU) course AFM 
300: An AFM to be Reckoned With. 
Though these two men are celebrating 60-year milestones 
together, the paths they took to get here—both literally and 
figuratively—are quite different. Schnee, for example, has left the 
Company a few times to pursue other things.
“There were times when I was going to become a dealer, but that 
never happened because I didn’t have the motivation to open a 
service station,” Schnee admitted. “I broke loose from U-Haul, 
but it wasn’t because I was tired of U-Haul. They were all passing 
moments, and something always drew me back to U-Haul.
“It’s been fun working with U-Haul all along,” he continued. “We 
provide something useful to the public, and it’s pretty neat when I 
think that I’ve helped contribute to that.”
Frank, on the other hand, knew almost immediately that U-Haul 
was the place for him, and he’s never really entertained any 
thoughts of leaving. 
“I’ve enjoyed life, and I’ve enjoyed U-Haul,” Frank proclaimed. 
“Many times throughout my career, I couldn’t have told you 
how much I was making, because I did okay and had everything 
I needed, and I enjoyed what I was doing. If you’re not having a 
little fun on the job,” he continued, “you have the wrong job.”
One person has been by Frank’s side throughout his career—his 
wife, Dee. The two of them have been married 66 years, and 
Logan calls her “my right hand.”
“She’s managed an office, loaded and transferred trailers on AFM 
rigs, serviced equipment for dealers and worked state fairs where 
we’d promote U-Haul,” Logan detailed. “I would never be in this 
position without her.”

revolving pole and said, ‘The trailer hasn’t stopped moving for six 
months!’ I showed it to L.S. Shoen, and he liked the idea, so we 
put many trailers on revolving poles.”

Witness to history
In the mid-60s, Schnee again moved cross-country to be marketing 
company president (MCP) of UHC of Delaware, which was based 
in Baltimore. Under his leadership, the company doubled its dealer 
organization in a short time. Schnee also had a front-row seat for 
several significant historical events.
“During the Cuban Missile Crisis, our office was 10 miles from 
the target,” he disclosed. “Also, I was there during Martin Luther 
King Jr.’s Resurrection City and JFK’s assassination in Dallas. I 
was working with an AFM and watched the changing of the guard 
in the District the day President Kennedy died.”
While Schnee headed east, Frank headed west.
“I was a regional director, which is similar to an executive vice 
president (EVP) today,” Frank noted. “While in Memphis, I had a 
serious operation on my sinuses, and the doctor said I needed to 
go someplace dry. L.S. told me, ‘The only thing I have out west is 
an AFM job in Tucson, Arizona.’ So I said, ‘I’ll take it.’” 
Frank and his family ended up in Palm Springs, Calif., where 
he shared an office with L.S. Shoen and Tom Safford. One of 
their priorities was creating what has become the iconic U-Haul 
modular sign. They also created many of the Company’s programs 
and policies, including the U-Haul marketing bible, MB197: 
Summary of Marketing Objectives, Responsibilities, Principles, 
Policies and Standards of the U-Haul Rental System.

U-Haul Stores
In the early 1970s, a gasoline shortage forced many U-Haul 
Dealerships to close. This meant U-Haul needed to adapt to the 
changing times, which led to the idea of Company-owned stores. 
Frank, Shoen and Safford led the efforts to open the first U-Haul 
Moving Center (now called a U-Haul Store) in Stockton, Calif.,  
in 1974.
“What followed was a whirlwind few years, with about six of us 
practically living in a twin-engine plane buying new locations, 
mostly closed service stations,” Frank mentioned. “By 1980, we 
opened our 1,000th moving center in Oklahoma City!”
Several of those U-Haul Stores were opened by Schnee, who moved 
back to Portland in the mid-1970s.
“We purchased property and set up centers in Medford and Coos 
Bay, Oregon,” he related. “We opened another seven in Portland 
and two in Vancouver, Washington.”

Putting down roots
It was around this time when Schnee put down some roots and 
ended his days of criss-crossing the U.S. In 1978, he was named 
MCP of UHC of Idaho (Co. 718). But just because he was done 
moving from coast to coast didn’t mean he was staying in  
one place!
“The company included parts of Montana and Wyoming—it 
covered 172,000 square miles!” Schnee exclaimed. “We opened 

Several of Logan’s family members have worked for U-Haul, as 
well. Ron Frank joined U-Haul in 1958 and today is an EVP. Logan 
and Dee’s daughter, Yvette DaLuz, is area district vice president 
(ADVP) of District 3. Logan and Ron’s brother, Dutch, also spent 
many years with Team U-Haul, as have other members of their 
extended family.
“All of them earned their way with U-Haul,” Logan insisted. “They 
didn’t just get to where they are because their last name is Frank.”

Unwavering loyalty
As you might expect of someone who has spent 60 years with 
the Company, Frank and Schnee have demonstrated unwavering 
loyalty to Team U-Haul.
“Loyalty is a two-way street,” Schnee stressed. “U-Haul, to me, is 
like the old saying banks would have: ‘We’re big enough to serve 
you, but small enough to know you.’ When I was an AFM, I’d stop 
into dealerships in the evening and the dealers would invite me 
over to have dinner and even stay the night if I was far from home. 
Today, when I go into a dealership and say, ‘I’m with U-Haul,’ they 
always seem to perk up.
“It’s the same way when I’m in Phoenix and stop by the Towers,” 
Schnee continued. “People who might only know me by name, or 
vice-versa, treat me like an old friend. That’s true for everyone, 
including the executives in the Company.”
When asked what this 60-year milestone means to them, both 
men reflected on their U-Haul journeys.
“It’s important to have fun on the job because life is short,” 
Frank advised. “Some people focus on their past regrets, fearful of 
tomorrow, and they forget to live for today. As I look back on 60 
years with U-Haul, I’d do it all over again.
“I’ve enjoyed every day of my 60 years with U-Haul,” he cheered. 
“I often ask Dee, ‘Wasn’t it only yesterday that we started with 
U-Haul?’ It’s gone by so fast.”
“I started when the Company was working with a blueprint,” 
Schnee added. “We knew what we were trying to do, and we were 
able to lay the foundation for everything we’re doing today. The 
concept of providing a better and better product and service to 
more and more people at a lower and lower cost was in place long 
before I started.
“It makes me feel good to say I’ve been a part of this for 60 years,” 
he continued. “It’s been fun being able to help in the growth of 
the U-Haul organization and watch it grow. It takes a lot of good 
people to make this work, and I like to think I helped.”

Phil Schnee in 1988, when he was MCP  
of UHC of Idaho (Co. 718).

Logan and Ron Frank show us the 
definition of brotherly love in 1986!

Logan Frank with his first  
trailer load in 1955.

Phil Schnee (left) and Hap Carty met in the 
1950s and they remain friends to this day.

(Left to right) U-Haul Pioneers Ron Green, Hap Carty  
and Phil Schnee in 2005.

U-Haul Pioneers Logan Frank and Hap Carty share a laugh in 2001.
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Seventy years of moving North America. Can you believe it? U-Haul has come a long way since 1945. Through many peaks and 
valleys, it’s safe to say that we’ve stood the test of time. Following the online revolution of the Company’s sixth decade, U-Haul 
began focusing on perfecting our relationships with customers. This process included growing and creating programs that would 
strengthen our bond with the communities we serve.

U-Haul is “green” by nature, but during this decade, the Company established a Corporate Sustainability Department to stay on top 
of the best and most innovative eco-friendly business practices. Hand in hand with our sustainability initiatives, U-Haul continued 
to transition into a paper-free culture, creating software and websites to manage tasks that previously required paper transactions. 

Online communication picked up momentum in this decade. Customers gained the ability to schedule reservations on  
uhaul.com and interact with U-Haul on social media. Another groundbreaking advancement included online education through 
U-Haul University (UHU), which helps members of Team U-Haul serve more and more people with the highest level of economy and 
effectiveness (E&E).

2005-Present

339,626
STORAGE  
ROOMS

2005
Corporate 

Move 
launches 
Corporate 

Management 
Solutions

2005
Launches Truck-Side Signs, 

Inc. (now, Patriot Truck 
Leasing, Inc.)

2005
Launches 

Field 
Health and 

Benefits 
Fairs

2005
Launches 
Electronic 

Parts 
Catalog 
(EPC)

2005
Launches Advanced 

MicroTraffic 

2006
4,600 trailers in 

production and the 
HO trailer introduced

2006
AMERCO 
Common 

Stock 
(UHAL) 

closes above 
$100 per 

share

2006
Introduces 10’ TM truck with 
towing (the smallest truck in 

the industry with towing)

2006
Introduces 14’ DC truck that 

can tow up to 10,000 lbs

2006
Introduces Super 
Safemove package 

for customers

2006
Launches 
U-Haul 

University 
(UHU)

2006
Opens Truck 
Sales Program 

to dealers

2006
Enables 

prospective 
dealers to 

apply online 
at uhaul.com

2007
Introduces 
online Box 
Exchange  

and Take a Box 
Leave a Box 
Programs

2007
Partners with 
Ford on new 

environmentally-
friendly paint 

technology

2007
Launches Pay-at-

the-Pump Propane 
Sales Program

2007
Launches 
Electronic 

Pre-Inspection 
(EPI) Program 

for U-Haul 
shops

2008
Launches 

Guaranteed 
Reservations 

Program

2008
Expands Safetow 

protection to include all 
towing-device and trailer 
rentals, and adds towed-

property protection

2008
Opens access  

to online payroll 
information 

on HR Service 
Center  

to Canadian 
System 

members

2008
Launches VoIP 
phone system

2008
Launches 

U-Box Program

2008
Installs 
Fuel-

Economy 
Gauge  
in all  
new 

production 
JH  

and DC 
trucks – a 
U-Haul 

exclusive

2009
Launches AMP 

Consumer 
Option with 

Health Savings 
Account 

(HSA) for all 
benefits-eligible 

U.S. System 
members

2010
Purchases Collegeboxes.com

2010
Adds in-store (U-Haul 
Centers) pickup option 

to the customer-
scheduled reservations 
process on uhaul.com

2011
Sets In-

Town record 
– 8 million 
customers 

served

2012
Introduces 

multiple mobile 
Web apps

2012
Receives 

accreditation 
from 

University 
of Phoenix 
for specific 

U-Haul 
University 

courses

2013
Creates 

District 19 
in Canada, 

dividing 
Canada into 
two districts

2014
Debuts U-Haul Trained 

Master Technician Program

2014
Launches 
U-Haul 
Famous 
photo 

campaign

2014
uhaullife.com goes live 

2015
Discourages 
distracted 

driving 
via public, 

online 
distracted-

driving 
course

2015
37,000 

new 
trucks 
go into 
service

2015
Two millionth  
Moving Help 

customer 
served

2013
Offers HSA 

accounts 
to benefit-

eligible 
Canadian 
System 

members

2013
U-Haul Kids 

Program 
made 

available to 
all part-time 

and full-
time System 

members 
with 90 days 

of service

2013
Thousands 

of JHs 
updated to 
improve 
look and 

functionality

2012
ESOP 

shareholders 
receive $5 per-
share dividend

2012
Relaunches print edition of 

U-Haul News 

2012
U-Haul assists 
cleanup after 

Hurricane 
Sandy

2011
Launches U-Haul 

Investors Club

2011
UHU tops 
one million 

course 
completions

2011
U-Box containers 

available at all centers 
and dealerships; first 

dealer-generated U-Box 
container rental

2011
Ships U-Box container 
internationally for the 

first time

2010
One millionth  

customer-scheduled 
reservation completed

2010
Receives Alliance to Save 
Energy’s “Star of Energy 

Efficiency” Award

2010
Adds 20’ TT trucks to rental fleet

2009
eMove launches 

Patriot Truck Leasing 
Storage Truck 

Program

2009
Launches  

@uhaul_cares 
Twitter account

2009
U-Haul customer 

donations top $1 million 
to The Conservation 

Fund’s Go Zero Program

2009
Launches customer-

scheduled 
reservations on 

uhaul.com

2008
Introduces 
1,500 FS 
trailers to 
the fleet

2008
Makes 

WebSelfStorage 
available on 

mobile devices 
– an industry 

first

2008
Launches 

online Trailer 
Registration 

Program

2007
Becomes the first 
company to allow 

question-and-answer 
(Q&A) segments 

to its webcast 
annual shareholders 

meeting and its 
analyst and investor 

meeting

2007
Introduces 
hand-held 
box-sales 
device to 
selected 
centers

2007
Launches online 

Truck Registration 
Program

2007
Launches  

Refer-A-Dealer Program

2007
Launches U-Haul News 

online on uhaul.net

2007
Launches online Loss 
Prevention Claims-

Management System

2007
Customer ratings 

and customer reviews 
available on uhaul.com

2007
Introduces  

light-commercial 
rates for cargo 

vans (BEs) 

2007
Establishes 
Corporate 

Sustainability 
Department

2007
Opens UHU  

enrollment to dealers

2007
Luke Krueger 

publishes 
“A Noble 
Function: 

How U-Haul 
Moved 

America”

2007
Introduces  

U Car Share (now 
uhaulcarshare.com)

2007
Introduces Fuel-
Economy Gauge

2006
Introduces 

UhaulIntelliResolution online 
claims-management tool

2005
Assists with 
Hurricane 

Katrina 
disaster 
recovery

2005
Becomes a founding 

partner to the Wounded 
Warrior Project Soldier Ride

2005 20072006 2008 2009 2010 2011 2012 2013 2014 2015

14,000
DEALERS

2008
Moving Help 

introduces 
movinghelp.com

16,000
DEALERS

18,200
DEALERS

491,000
STORAGE  
ROOMS

1,688
CENTERS

We couldn’t have done it 
without you. Thank you 

for being a part of our 

70-YEAR 
HISTORY!

U-Haul ®

SM
Sustainability

2015
Launches  

myuhaulstory.com

2014
movinghelp.com 

offers U-Box container 
delivery services
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Now that we’ve completed 
our look back at 70 years 
of U-Haul, why not look 

ahead to what we might see in 
the future? The possibilities are 
virtually endless. 

Here are some of the things 
you have predicted we could see 
in the next 10, 20, 50 or 100 
years. Some of them are ideas 
or products that could be right 
around the corner, while others 

are pretty far-fetched. But then again, when U-Haul co-founders 
L.S. Shoen and Anna Mary Carty Shoen came up with the idea 
for U-Haul in 1945, never in their wildest dreams could they have 
imagined people pulling a phone out of their pocket and reserving a 
U-Haul trailer by tapping the screen a few times.

To the moon!
Barbara DeCosta, Repwest Insurance Company claims manager, 
thinks U-Haul could someday launch rockets carrying people’s 
goods to their new homes … on the moon!

“I read recently about a new rocket-propulsion system that could 
propel a rocket to the moon in just a few hours,” she began. “First 
thing I thought of was that we will want to set up colonies on the 
moon and other planets. I picture an orange rocket with U-Haul 
written on the sides.”

Outer “space”
Self-storage is all about space, so why not use outer space? That’s 
the idea of Assistant General Manager (GM) Javier Maldonado, 
U-Haul Moving and Storage of South Philadelphia (808-066). 

“I remember a time when a video watch was only real in a Dick 
Tracy cartoon, or a hoverboard from ‘Back to the Future,’ ” 

Maldonado observed. 
“The technology 
we have now, from 
smart phones to the 
Lexus hoverboard 
prototype leads us 
to believe that in a 
not-so-distant future 
we might be using 
space to store U-Box 
containers.”

U-Portation
What sounds like an episode of “Star Trek” actually is a common 
idea from U-Haul Team members: teleportation. 

“I’m not a ‘Star Trek’ fan, but it would be cool to be able to teleport 
a customer’s things from their current location to their new home,” 
noted Lisa Brennan, customer service representative (CSR) at 
U-Haul Moving and Storage of Newnan (Ga. [763-033]). 

Carmen Cafaro with U-Haul Legal in Phoenix had the same idea.

“The future holds endless possibilities,” she stressed. “Who 
knows? Perhaps down the road U-Haul will master the unique 
and seemingly impossible ability to teleport customer’s belongings 
from one state to another within a matter of minutes! Of course 
we would patent this brilliant idea. Imagine all the happy U-Haul 
customers who would never have to stress about 
packing again!”

Air Haul
Another common idea team 
members can see coming to 
fruition is the use of drones.

“Like Amazon, I could see 
the next step for U-Haul is 
incorporating rentable flying 
drones,” predicted Justin  
Tabing, CSR at U-Haul of Hayward (Calif. [815-043]).

Ben Nagy, senior area field manager (AFM) for UHC of Las Vegas 
West (838-001), predicted a twist on the idea.

“U-Box container drones,” he proclaimed. “I could see people flying 
their possessions using U-Box container drones.”

U-Power
Not all of the predictions 
are straight out of a sci-fi 
novel, however. Network 
Support Specialist Robin 
Jarboe thinks an all-
propane-powered fleet 
is coming in the near 
future for U-Haul. (It’s 
important to note that 
the U-Haul rental fleet 
already does have some 
propane-powered trucks 
and AFM service rigs.)

Derek Davis, CSR 
for U-Haul at 39th 
Expressway (738-050) in Oklahoma City, sees a similar movement 
away from gasoline-powered trucks, though he thinks fully electric 
U-Haul trucks are the way of the future. Davis’ vision for the 
Company’s future goes a little farther, as well.

“Another possibility might be driverless trucks,” he predicted. “As 
scary as that might sound, companies like Google and Tesla have 
been experimenting with driverless cars and have proven that they 
can be quite safe. In fact, they are safer than cars driven by humans!

“If all cars became driverless and were aware of each others’ 
surroundings,” Davis continued, “we’d see a massive decrease in 
damaged trucks, damaged goods and overall lower insurance rates, 
and we could pass along those savings to our customers!”

U-Haul has been renting propane-powered 
trucks in test markets since 2013, but team 

members think an entirely alt-fuel fleet is 
possible in the future.

Several team 
members think 
U-Haul will be 

renting drones at 
some point in  

the future.

THE EVOLUTION OF TOWING SYSTEMS
When U-Haul co-founders L.S. “Sam” Shoen and Anna Mary Carty Shoen came up with the idea of a one-
way trailer-rental company, the most pressing need was getting trailers to rent and dealerships to rent 
them from. But without a hitch, none of those trailers could have gone from place to place.

Back in those days, temporary hitches were the norm. Today, the complete U-Haul towing system has 
evolved quite a bit from those modest beginnings.

The very first U-Haul trailers were dispatched with a hitch that 
clamped onto the car’s bumper. These hitches included double-clamp 
models and a universal model. Safety pins were used to connect the 
trailer ’s lights to the towing vehicle’s wiring. Today, U-Haul carries a 
wide variety of trailer wiring systems to fit any vehicle.

U-Haul couplers always have been the best in the 
business, and research constantly is being done to 
improve them even more. To prove just how strong 
and secure a U-Haul trailer hookup is, in 1981 the 
Company hung a car connected to a U-Haul trailer 
upside down.

In 1995, U-Haul introduced the round-
tube hitch, the first in the industry! Today, 
U-Haul is the world’s number-one seller 
and installer of trailer hitches.

Only U-Haul has a minimum 5,000 
pound rating on all hitch balls. Every 
U-Haul hitch ball is cold-forged, not 
machined, and the threads are rolled, 
not cut. These processes eliminate stress 
risers, which lead to premature failure. 

Today, all U-Haul Stores offer everything people need to 
tow. We sell hitches, wiring adapters, transmission coolers 
and many other products customers need to create the 
U-Haul complete towing system. 

One out of three customers has a hitch installed on their 
vehicle in order to carry bikes. To meet this customer 
demand, every U-Haul Store that installs hitches now stocks 
at least one bike rack, and more than 35% of stores have a 
complete floor display with four to six additional bike racks. 
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L
ONDON, Ky.—Nestled in the embracing arms of 
the Daniel Boone National Forest, London shares its 
home state with Mammoth Cave National Park, which 
encompasses portions of Mammoth Cave, the longest 
cave system in the world.

But as massive as that network of underground caverns is, Mom 
Nature’s awesome formation can’t match the mammoth effort 
Roy Schott has put forth to provide incredibly first-rate service to 
customers of Schott’s Marathon and U-Haul Dealership (016087) 
for the past 55 years.

“Adding” it up
Schott came to his association with the Company as did many 
other dealers of his day: by reading.

“I came across an ad in a magazine asking if service station 
operations wanted to join the U-Haul organization,” Schott 
reminisced. “I saw it as a golden opportunity and asked to be signed 
up as a U-Haul outlet.”

Time dulls recollections, and long gone is the memory of which 
magazine he was reading decades ago when the idea of becoming 
a U-Haul Dealer came to fruition. But Schott clearly remembers 
that in August 1960 he welcomed U-Haul rental equipment to his 
automotive-service business.

Always into vehicles
Schott started wrenching around motor vehicles when he was 15.

“That’s what got me started down this path of life,” he told U-Haul 
News. “My first job was in a garage, and I really liked that line of 
work. When I went into the Army, I was assigned to the motor pool 
because of my background and experience … and rose to the rank 
of motor sergeant, some 63 years ago in Korea.”

After being mustered out of the military, Schott reconnected with a 
stateside buddy who had a new service station he wanted the ex-GI 
to run. So Schott “enlisted” with his friend in 1955, and operated 
the business for five years before becoming a U-Haul Dealer.  

In the early days
As would be expected back in the day, equipment was sometimes 
scarce, but U-Haul Company had a novel way of enticing 
customers to rent its equipment. 

“A trailer would rent for $3 a day and the customer would have 
free use of a rental hitch,” Schott remarked. “The Company didn’t 
charge for a hitch, and of course I couldn’t,” Schott added, “though 
later on U-Haul added a $1 charge for a hitch rental.”

Keys to success
“You really have to depend on good help if you want to make it in 
this business,” Schott advised. “I’ve had one man who worked for 

Roy, we sincerely appreciate your 
many years of excellent service to 
U-Haul customers in and around 
London, Kentucky. Thank you for 
everything you’ve done to ensure 

that U-Haul remains Number 1 with 
self-moving customers in your area. 

 Happy 55th!

me for 55 years. Another employee was with me for 40 years, 
and another one for 30. There’s really no way around the need 
to have good people to support your efforts.”

Schott added that a U-Haul Dealer’s success also depends on 
the quality of the operation’s area field manager (AFM). 

“That’s just something you can’t get around,” he emphasized, 
“the help of a good AFM. And then there’s customer service. 
You’ve simply got to take care of your customers. That’s the only 
way you’ll get them to come back again. And make sure you 
treat all of your customers the way you want to be treated.”

Praise from MCP
Marketing Company President (MCP) Chris Nester, UHC of 
Louisville (Co. 773), lauded the quality efforts Schott has put 
forth during his years of service to his community and  
U-Haul Company.

“I have known Roy now for 20 years and I don’t think there’s 
a better, more steadfast, rock-solid U-Haul Dealer in Southern 
Kentucky than him,” Nester praised. “Roy is still active every 
day at his dealership and is well known as Mr. U-Haul in  
his community.

“Our ability to serve customers is enhanced by having Roy at the 
helm in London,” Nester continued. “So congratulations to Roy 
and his dealership for 55-plus years of excellent service.”

Roy Schott in 2010.

OCTOBER & 
NOVEMBER 

ANNIVERSARIES
Congratulations to the following U-Haul System 

members and U-Haul Dealers who are celebrating 
35 years or more with U-Haul.

45 YEARS
FAGER’S, Shrewsbury, Pa.

LANCE BRUMFIELD, facility maintenance 
technician, UHC of West Houston

40 YEARS
BETTY WORLEY, office clerk, UHC of Inland 

Northwest, Spokane, Wash. 
ROBERT ALLEN, facility maintenance technician, 

UHC of Southern Louisiana, New Orleans
SANDY GRAHAM, executive assistant, UHC of 

Central Indiana, Indianapolis

35 YEARS
CALVIN’S AUTOMOTIVE, Newton, Texas

HEETER’S PERFORMANCE CENTER, North 
Manchester, Ind.

JAMES BORDMAN, engine specialist, Eureka 
(Calif.) RERS

JAMES HARRILL, general manager, U-Haul 
Moving and Storage at West Maple Street, 

Omaha, Neb.
LINDELL’S CHEVRON, Round Rock, Texas

VALLEY EQUIPMENT, Ojai, Calif.
VINCE SAXON, truck driver, Falls Manufacturing 

Co., Fairless Hills, Pa.

For a complete list of people 
celebrating anniversaries,  

check out  U-Haul News online.
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Revolutionizing the  
Cust   mer Experience
From the very first U-Haul trailer rental in 

1945, Team U-Haul has operated under 
the principle that the customer is our only 

source of income. They pay our salaries and 
dealer commissions.

U-Haul always has lived by the Golden Rule 
when it comes to customer service: Treat others 
the way you want to be treated. While U-Haul 
has never wavered from this tenet, during the 
last 70 years we’ve continuously updated and 
enhanced the ways we serve our customers. 
Here are just some of the many ways U-Haul 
has revolutionized the customer experience.

Customer-scheduled 
reservations
A huge way U-Haul revolutionized the 
customer experience was by giving customers 
the ability to schedule their own reservations 
on uhaul.com. This program was launched over 
the busy Labor Day weekend in 2009.

“One of our programmers, Amy Henning, and I 
watched the first customer-scheduled reservations 
come in, then went to the Scheduling Logs to be 
sure the system actually worked,” remembered 
Mike Kinealy, vice president of Sales and 
Customer Service. “It worked perfectly! In fact, 
you could say it went off without a hitch,”  
he laughed.

Within a year, more than a million customers 
had scheduled their reservations online.

myuhaul.com
myuhaul.com was another major step toward 
improving the customer’s experience. This 
relatively new tool has become our customers’ 
hub to access, control and manage their past, 
present and future transactions, giving them 
the ability to enter their personal information 
online, which saves time during the dispatch 
and check-in processes. Customers can also 
manage their self-storage accounts.

During a rental, if a customer experiences any 
concerns with their equipment, myuhaul.com 
provides a quick way to open a file so the 
customer can get back on the road fast. Other 
upgrades to myuhaul.com have allowed U-Haul 
to provide better communication between the 

customer and the service provider, GPS tools to  
pinpoint the customer’s location and the ability 
to send photos to help diagnose the problem.

“With advancing technology, customers now 
expect us to know who and where they are at 
every point along their journey, and remember 
them next time,” stressed Rachel Reed, Contact 
Center senior program manager. “myuhaul.com 
does all of that, and the possibilities for future 
advancements are virtually endless!”

Service Provider Network
U-Haul now has a network of close to 15,000 
service providers stretching throughout North 
America. This is a huge increase from 2012, 
when there were less than 2,500 service 
providers in the network. Today, there are 
more service providers in more areas, which 
has dramatically reduced the amount of time 
customers spend waiting for help to arrive.

“Service providers also are much more 
empowered now,” emphasized Steve Berman, 
program manager for Customer Service/
Roadside Assistance. “For example, while a 
customer waits for a repair, service providers 
have the authority to buy the customer dinner 
on the spot. This is the type of service U-Haul 
customers expect when they need  
roadside assistance.”

The U-Haul Contact Center was created in 
2011 when Sales and Reservations, Customer 
Service and Hotline (now Roadside Assistance) 
merged under Kinealy’s leadership. This 
allowed the Contact Center to effectively 
answer calls for team members at all U-Haul 
Stores who are busy helping in-store customers.

The combined knowledge and tools of 
all groups under the same leadership has 
dramatically extended the level of service 
U-Haul is able to provide to customers, while 
simultaneously reducing the time it takes to 
resolve any customer situation.

“The U-Haul Contact Center provides 
increased customer service, efficiency and unity 
of direction,” Kinealy proclaimed. 
“Before this change, there was a 
sort of ‘blindness’ between the 
three teams, and it was in place 
out of necessity. Now, we’re all 
on the same page, which allows us 
to say yes to more customers.”

VoIP phone system
In 2008, U-Haul installed a VoIP 
(voice over Internet protocol) phone  

 

system that was a “real game changer,” according 
to Kinealy. With the VoIP system in place, 
U-Haul can better manage customer hold times 
by routing calls to available team members for 
faster help.

“The VoIP system is a valuable productivity-
enhancing tool that has allowed us to help 
customers better than ever before,” Kinealy 
cheered. “It gave the Contact Center the 
ability to better support U-Haul Stores and 
Dealerships and provide better service to  
our customers.”

The VoIP system also made it much easier to 
have a large contingent of team members who 
work from home. Today, the U-Haul Contact 
Center has a team of about 2,000 people who 
work from home.

“This group is made up of active military 
dependents who live on base, single parents 
or stay-at-home moms, and many others who 
want to make some extra money without 
having to leave home,” Kinealy observed. “This 
has had a huge impact on our success.”

The revolution will 
continue…
These advancements have been great for our 
customers, and U-Haul will continue to be on 
the forefront of new technologies and products 
that help us revolutionize the customer 

experience. After all, 
increased service equals 

increased profits, and 
profit is the power to 
serve more customers.

Kinealy summed 
it up by saying: 
“Everything we do is 
customer service.”

MESA, Ariz.—“If you can make it in 
New York, you can make it anywhere” 
is a truism recently proved by U-Haul 

Dealer Steve Rozansky, Friendly Auto Centers 
LLC and U-Haul Dealership (031405). After 
notching 21 successful years as a dealer in the 
Empire State, Rozansky heeded the siren song of 
Horace Greely’s “Go west, young man,” though 
in Rozansky’s case it was the Southwest.

The Big Move
Rozansky and his family pulled up stakes in 
2013, relocating from Baldwin, New York, to 
Mesa, Arizona, where he currently scores high 
marks from UHC of Eastern Arizona (Co. 723) 
and U-Haul customers.

Several factors convinced Rozansky and his wife 
to head for the Valley of the Sun. For starters, 
New York just wasn’t “doing it for them” 
anymore.

“And then you had Hurricane Sandy, which 
was a big factor,” Rozansky remarked. “Plus, 
New York was getting very crowded and more 
expensive. Our quality of life had deteriorated. 
We were no longer happy there.”

As Rozansky tells it, Mesa is a world away 
from Baldwin … and the move paid handsome 
dividends almost immediately.

“It’s easier to make friends out here,” Rozansky 

stressed. “A lot of people moved here from other 
cities, so there are people from everywhere … 
and they like making friends. People say hello to 
you instead of walking past you while looking at 
the ground.”

Reuniting with U-Haul
When Rozansky relocated initially, he had 
no intention of opening another repair shop. 
Instead, he got a job with a major auto-repair 
corporation. But Rozansky wasn’t experiencing 
the back-east, hands-on way of doing business 
that he’d come to love. His soul soon called him 
back to running a neighborhood-style operation.

However, he wouldn’t start a business unless 
he had a U-Haul Dealership as a crucial 
component. So he contacted his old Traffic 
Department in New York and got the number 
of Co. 723’s Traffic Department, which put him 
in touch with his current area field manager 
(AFM), Chris Belyeu (723-002).

“Chris and I hit it off instantly,” Rozansky 
remarked, “and having been a U-Haul Dealer 
for so long, I knew the benefits of associating 
with the Company.”

Proactivity
One key to Rozansky’s success is his proactive 
use of the Equipment Scheduling Log (ESL). Not 
only does he use it for dispatching, he mines 
the log for information on incoming customers 
as well.

“We’re an equipment drop-off point for Mesa,” 
Rozansky offered, “so we call customers who 
are on the way here. Our goal is to put them at 
ease. We offer incoming renters a coupon for 
future auto service. Seven out of 10 times, these 
new arrivals become customers for my primary 
business.”

Keeps customers’ 
situations in mind
Rozansky advised other dealers to put 
themselves in customers’ shoes, something he 
does constantly.

“Having moved my family cross-country, I 
know what relocation is like. So if there’s a 
time-frame issue,” he continued, “I work with 
customers if they need to pick up equipment 
a little earlier or hang onto it a little longer. 
I always try to be as helpful as possible. One 
example is boxes—we’re on the U-Haul Take 
a Box/Leave a Box Program. So we say to our 
customers, ‘Here! Take free boxes!’ Plus, we also 
make sure that our U-Haul equipment is clean. 
And we spray air freshener into truck cabs, van 
boxes and van trailers so that customers get a 
‘whiff of clean.’”

For any U-Haul Dealer who wants to achieve 
Rozansky’s level of success, the first step is 
being on program.

“U-Haul policies and procedures work,” he 
stressed. “And don’t say ‘no.’ I’m able to rent 
out equipment nearly as soon as it arrives.”

Praise from AFM
“Steve is a very unique guy,” praised Area Field 
Manager (AFM) Chris Belyeu (Co. 723-002). 
“He will do anything and everything for anyone, 
including for his automotive customers as well 
as for his U-Haul customers.

“Steve has several ‘slogans,’” Belyeu continued. 
“You’ll often hear him saying, ‘No problem,’ or 
‘It is only done the Friendly way,’ and of course, 
‘We as dealers have to stick together and help 
one another.’”

Making It 
HAPPEN
“If you can 
make it in 

New York….”

®

A world away from Baldwin, New York 
 … and happy about it.

“If you can make it in 
New York, you can 
make it anywhere”: 

Case in point: U-Haul 
Dealer Steve Rozansky.

The Friendly Auto Centers Team: (left to right) Mike 
Nowicki, Rabecca Isenhart and Steve Rozansky.

Customers can use the U-Haul Roadside 
Assistance mobile app to report equipment 

breakdowns or accidents and receive 
status updates via their smart phone.
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After 70 years in 
the moving 
industry, 

Team U-Haul knows what it takes 
to keep our trucks and trailers 
running smoothly … and it’s much 
more involved than regular oil 
changes and accurate tire pressure. 

Since the launch of the U-Haul 
Master Technician Training 
Program, shop team members are 
better equipped to keep up with 
this ever-changing field. Thanks to 
these hardworking team members, 
U-Haul equipment is serviced 
efficiently and then is back on the 
road, helping customers with their 
moving adventure. 

To honor their contributions to 
the Company, U-Haul News will be 
highlighting team members who 
hold the title of U-Haul Trained 
Master Technician. To earn this 
title, a technician must complete 
all of the training courses and 
pass the mastery exams in 
each of the specialty areas of 
the U-Haul Master Technician 
Training Program. It’s the pinnacle 
of all U-Haul technicians, and 
not everyone can claim this 
prestigious distinction.

U-Haul Company and Portland 
RERS (Shop 180) Manager Brandon 
Almond congratulate these seven 
new inductees into this very 
special club. 

SEVEN NEW MASTER TECHNICIANS AT SHOP 180
U-HAUL WELCOMES 

CASEY MARTIN
“I started at U-Haul in 2001. I was 
recruited by Scott Woodison while at 
Portland Community College pursuing 
my associate’s degree in the GM ASEP 
Program. I received my associate’s 
degree in automotive technology in 
2003 and started working full time 
at U-Haul. I have multiple ASE 
certifications, and repairing vehicles 
gives me a sense of accomplishment. I 
am grateful for the opportunities that 
working for U-Haul has given me.”

DAN SURBER 
“I have been with the Company for 
13 years. I started as a PM technician 
at Shop 180. I had no prior experience 
as a mechanic, nor did I have any 
automotive skills. I had no prior 
education besides a GED. I started 
taking ASE tests shortly after being 
hired and caught the attention of 
David Scheafer and Scott Woodison, 
who offered to let me take some 
automotive seminars and short, 
one-week classes … and I took off 
from there. I am now a U-Haul 
Trained Master Technician and an 
ASE master technician. Becoming a 
U-Haul Trained Master Technician 
was not easy, but it brought a wealth 
of information and skills to my 
fingertips. Once I passed, I felt able 
to tackle more complicated tasks and 
had a better understanding of true 
root-cause diagnostics.”

HOANG LUONG 
“I was born in Vietnam in August 
1971 and I came to the U.S. in 
September 1994, continued my 
schooling and graduated with a BA 
auto-repair certificate in 2000. I 
have worked for U-Haul in Happy 
Valley, Oregon, since April 1998. 
First, I started to work on trailers 
for about a year. Later, I moved to 
work on the trucks … repairing 
brakes, A/C, exhaust, electrical, 
diagnosing engine performance and 
doing engine repair, etc. After more 
than 17 years working on U-Haul 
trucks and trailers, there are so many 
things that I have learned, and I have 
gained a lot of experience. Last year, 
I signed up to do the Ford and GM 
training programs. Some were hard 
and some were easy, but the good 
thing is that they help give us very 
good ideas when we are working on 
the trucks.”

TOAN TRINH 
“I have worked for U-Haul for  
more than 18 years and have  
held a variety of positions.  
My most difficult and most  
beneficial obstacles to overcome  
in this training were the electrical  
courses. I have to say that this 
program is extremely beneficial.  
This was not just a few spare hours. 
It took dedication to my career as an 
automotive technician.”

RICKY DINH 
“I was told by a friend that U-Haul 
was hiring a mechanic, so I applied 
for the job in mechanical express. I’ve 
been with the Company for 13 years.  
My first five years were spent in the 
shop working in mechanical express, 
and for the last eight years I’ve 
been working outside the shop as a 
roadside-service mechanic. I like to be 
challenged, and I like to know how it 
feels to help our customers on the side 
of a highway. The Master Technician 
Program is great. It really helped me 
learn more about how our automotive 
field has changed so much and helped 
me learn more new technology. I 
think the hardest course was the 
electrical and diagnostic, and the 
easiest was the engine-rebuild course.  
Overall, all of the courses really help 
me a lot when I’m out on the road 
making quick diagnostic decisions.”

TRUNG TRAN 
“I was born in Vietnam, and I 
came to the U.S. in 1994. I started 
working at U-Haul in 1997. I worked 
on the trailer line for two and a 
half years and then moved up to 
the position of engine specialist. 
I studied at Bellingham Technical 
College and received my AAS degree 
in automotive technology. I passed 
several ASE tests and have my 
U-Haul Master Technician Trained 
certification. I have learned a lot 
new things from the U-Haul Trained 
Master Technician Program. I really 
enjoy the team of people I work with 
and hope to continue my service for 
many years to come.”

VINH HA 
“I have been with U-Haul for 18 
months. I started out doing brakes 
and PM, and then moved up to 
Quick Fix. Now, I am training for 
final inspector. I love to work on 
U-Haul trucks, and love to learn 
new things every day. My education 
includes Lincoln Technical Institute 
and the Honda Professional School. 
I was hired by U-Haul when one of 
my friends, a U-Haul team member 
for 20 years, recommended me. I 
have learned a lot from the other 
technicians here; they have all 
been so good to me. I love working 
here. The U-Haul Trained Master 
Technician Program takes a lot of 
time, but I have learned a lot and 
it helps me do a better job. U-Haul 
is the Company I trust and want to 
build my future with.”

U-HAUL WELCOMES 

Left to right: Ricky Dinh, 
Vinh Ha, Dan Surber, 
Casey Martin, Toan Trinh, 
Shop Manager Brandon 
Almond, Hoang Luong and 
Trung Tran.

CAN YOU FIND 5 DIFFERENCES ?

PIONEERS

LOGAN

FRANK

PHIL

SCHNEE

SIXTY

TOWING

FUTURE

SCHOTT

FRIENDLY

HONOR

CUSTOMERS

WORD SEARCH

Email your answers to uhaulnews@uhaul.com and you will be entered to win a U-Haul T-shirt!
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ROASTED BRUSSELS SPROUTS  
AND BUTTERNUT SQUASH

The holidays are right around the corner, and this side dish 
would make a healthy addition to your feast. Lindsay Pobieglo, 
Risk Management program manager, mentioned that this 
recipe is a favorite holiday side dish in her home. “Even my  
6- and 9-year-old children love this recipe,” she declared.

INGREDIENTS
• 1 pound of Brussels sprouts, trimmed and cut in half 
• 1 pound of butternut squash, peeled, seeded and cut   

 into  large cubes 
• ¾ cup of roasted, peeled chestnuts
• 14 ounces of frozen pearl onions
• 2 tbsp of olive oil
• 5 sage leaves, stems removed, sliced crosswise into  

 thin ribbons
• Salt and pepper, to taste

DIRECTIONS
Preheat the oven to 400 degrees Fahrenheit (204 degrees 
Celsius). Combine the Brussels sprouts, butternut squash, 
chestnuts, and pearl onions in a large bowl. Add the olive oil 
and stir to combine. Spread the vegetables out in an even layer 
on a large baking sheet or roasting pan. Roast the vegetables 
for 30 to 40 minutes, or until they are nicely caramelized and 
fork-tender. Remove the vegetables from the oven and sprinkle 
with sage, salt and pepper to taste. Transfer to a serving dish 
and enjoy.


