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Welcome to Avail
I'm so excited to have you join our growing team of talented, 
driven, diverse Availers. You’re in for a rewarding experience 
that will challenge you and expand your skill set, and I can't 
wait for you to get started.

I know you’re eager to start contributing to the team, but 
it’s also important to me that you get to know your colleagues 
and become familiar with what it’s like to work at Avail. 
Avail simplifies access to car sharing for borrowers and 
vehicle owners. We strive to eliminate complexity and 
create a frictionless experience at every step.

As you read on through this guide, you'll learn more about 
why we're here and what keeps us going. We're all passionately 
working toward the same goal: simple, accessible car sharing. 
Your contributions are crucial to fulfilling it.

We've got some exciting hands-on opportunities lined up 
that will help you better understand the business and live 
the customer experience. Set up some time with me so we 
can get to know each other better!

Jason Mathias, CEO
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The future of transportation. We're creating a better 
option for what can be a complex and unpredictable 
personal transportation landscape. For borrowers, we 
solve the need for a reliable vehicle at an accessible 
value for various use cases. For owners, we offer a way 
to realize more value from an idle asset.

Where we’re going
(and why)

04



06

Table of contents

Our Core Values
Be people driven
Keep it simple
Move with purpose
One Avail, one team

Belong @ Avail

Meet the team

Live the user experience
Experience 1 
Experience 2
Experience 3
Share your experience

Where we come from

Speak our language

07

23

25

27

37

39



We put the human experience at the heart of our 
decision-making because our words and actions have 
the power to change someone’s day. We cultivate a 
sense of belonging so we can build inclusive solutions 
for the communities we serve.

Be people driven
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Be people driven
Massaging an octopus for 40 minutes. That’s just 
one of many details that make renowned sushi 
chef Jiro Ono the best in the world. Jiro owns and 
operates a small, 10-15 person restaurant in a 
Tokyo subway station with over a year-long wait. 
Few restaurants in the world have this distinction. 
Those that do are keenly focused on delivering an 
unrivaled experience for their customers. One 
example of this is how Jiro selects his ingredients. 
He arrives at Tokyo's fish market every day at 4 
a.m. to hand-select only the best seafood.  When 
people come to dine at Jiro’s restaurant, they are 
seated depending on whether they are left-handed 
or right-handed to create the most harmonious 
dining setup. It’s these thoughtful, people-driven 
decisions that make Jiro’s restaurant one of a kind. 

For the full story, check out the documentary Jiro 
Dreams of Sushi. 



We pursue simplicity across our experiences so our 
customers and teams can move efficiently in pursuit of 
their goals. When the pathway is clear, it makes the 
world more accessible for everyone.

Keep it simple
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From memory, do you know what Google.com looks 
like? It’s likely that your answer will be pretty close 
to correct without peeking. That’s because 
Google’s simple homepage design really hasn’t 
changed since it launched in 1998. If anything, the 
company has streamlined the page as much as 
possible over the years to be just a logo, search bar 
and buttons. These simple features communicate 
exactly what you need to know: where you are and 
what actions you can take. Anything beyond that 
adds complexity — and the potential for confusion 
— where it’s not needed. 

Keep it simple



We prioritize work that will have the most
meaningful impact on our customers, business
and culture. We focus on the right problem for
outcomes that align with our North Star vision.

Move with purpose
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You’ve got 30 days to go 3,000 miles and you can 
chug as much nectar as you want. Think you can 
make it? That’s what monarch butterflies do every 
fall and spring when they make their seasonal 
migration from the northeastern U.S. and Canada 
to southwestern Mexico. Over four generations of 
monarchs are involved in the yearly cycle from 
Canada to Mexico and back. No one is entirely sure 
how or why they do it, but one thing is for sure: 
Every day when the sun rises, the monarchs know 
they’ve got to get on the move. 

Move with purpose



We foster a culture that promotes collaborative 
feedback, empathetic leadership and accountability. 
When we combine our talents using these ideals, we 
break silos and do our greatest collective work.

One Avail, one team
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On paper, Wikipedia might look like one of the 
most unrealistic ideas ever: a free, universally 
editable online encyclopedia that is somehow still 
credible, accurate and 100% donation-based. If 
you know anything about the Internet, you know 
how seemingly impossible that seems. But, by 
relying on collaborative feedback and individual 
accountability, Wikipedia does it. Wikipedia relies 
on its 132,000 volunteer editors to work as a 
team to make updates, challenge disinformation 
from Internet trolls or slightly misinformed users 
and vet articles for accuracy. Although it was once 
the bane of college professors and teachers 
everywhere, Wikipedia has evolved into an 
(almost) iron-clad source of information and is 
truly a testament to mankind’s ability to work 
collaboratively toward a common goal. 

One Avail, one team



Belong @ Avail
Our mission statement:

We’re always working toward our goal of making 
Avail a great place to work for everyone. In the ever- 
evolving work environment, we must be intentional 
in how we build an inclusive and open culture that 
focuses on the wellbeing of our employees.

We believe we can build that culture by 
generating constructive dialogue, being mindful 
and understanding and immersing ourselves in 
each other’s experiences. That’s why we created 
Belong, our culture committee that focuses on 
strengthening our commitment to inclusive 
diversity, wellness and community.

Culture isn’t built from a single team, but by 
everyone. If you’re interested in learning more or 
joining the committee, get in touch with the People 
team at people-ops@availcarsharing.com.

Belong @
 A

vail
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Meet 
the 
team

When you join Avail, ask your manager for a list 
of a few people from other departments that 
you’ll need to work with regularly. Set up some 
time to get to know these Availers informally 
and start building a positive relationship. 

Here are some things to try:
 
→ Grab a virtual lunch or coffee
 
→ Learn about the person’s role/department,  
 then talk about how you’ll work together 
 and how you can support each other’s success
 
→   Set up a recurring 1-on-1, starting with a 
     casual get-to-know-you chat

M
eet the team
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Living 
the user 
experience

Seeing our business in action is a great way 
to get to know Avail better. As part of your
onboarding process, you can get a first-hand
look at the people, teams and operations that
keep Avail running smoothly — from how we
provide our customers with excellent service
to how we make ourselves stand out from our
competitors.

You’re in the driver’s seat! In the next few
pages, we’ll suggest some experiences you’re
encouraged to check out during your first six
months on the job. Pick what interests you and
don’t be afraid to choose your own adventure.
Availers will be happy to show you around and
teach you what they know about our business
and customers.
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Every day on the lot is different, so depending on when 
you visit, you might get to see different aspects of our 
customer experience. We've listed a few can't-misses 
below to add to your to-do list. Get in touch with the 
Field Operations Manager at your nearest Avail location 
to set things up.

Customer
experience

Operations
walkthrough

Car wash

Customer
conversations

If you're borrowing a car for the day, 
start by going through the pick-up 
experience as if you're a customer.

Spend some time walking through 
the day-to-day operations on the 
lot. See how the staff operates with 
Dash, inspects vehicles and matches 
cars with customers.

Help the lot staff wash customers' 
cars before pick-up. Now that's 
hands-on learning!

Say hello to customers and get to 
know the great folks who use Avail.

Living the user experience

Experience 1:
A day on the lot
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We care about the experience we provide to our owners 
and borrowers. It's important for all team members to 
understand not only how Avail impacts our customers 
on a daily basis, but also how our team works to provide 
excellent service every step of the way. Here are a few 
ways you can get to know Avail customers and their 
experiences:

→ Browse our online reviews to see customers' 
 feedback.

→ Meet with a member of our customer service team 
 to hear about customers' concerns and how our team  
 helps solve them.

→ Listen to some recorded customer service calls (your 
 manager might have a few of these relevant to your 
 functional area).

Living the user experience

Experience 2:
Customer service

As you learn about customers' experiences 
with Avail, think about:

1.  How does your work currently impact these 
 experiences? And what can be improved?

2.  What was the customer's reason for reviewing 
 Avail or reaching out to our team? How was the 
 issue resolved?
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Living the user experience

Experience 3:
Competitor immersion
Being a customer of a car sharing service is a great first 
step to putting yourself in the shoes of our customers 
and broadening your perspective on how they might 
experience Avail.

Reserve a car
Book a car using Turo, Getaround or any other car 
sharing service. It’s your choice — all of these options 
will give you great insight into our competition. If there 
isn’t a car sharing service in your area, book through a 
traditional rental car company to see how the experience
compares.

Document your journey
As you're navigating the process of borrowing or renting, 
document your experience — screenshots, photos, 
notes, videos, voice memos or whatever comes naturally. 
Your goal is to be a thoughtful customer using the
service. Keep some record of what it's like,
what you enjoy, what you don't, etc.

What did you learn?
As you’re documenting your car sharing experience, 
think about your whole interaction, from when you 
first began browsing the site or app to any post-trip 
communications you received. Consider the 
experience beyond just the booking process and the 
car itself. This could include the website, marketing, 
email, customer support and even your interactions
with car owners.

1. What were the biggest things that
impacted your experience?
→ What worked well? What gave you confidence?

→ What provided you value?

→ What surprised you?

→ What didn’t work well? What was frustrating 
    or confusing?

→ What turned you off?

2. If you’ve used Avail, compare and contrast
the two experiences.
From what you experienced and learned as a 
customer, how can you positively impact our 
customers through your role at Avail (even if you 
don’t interact with them)?
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Living the user experience

After you’ve completed your user experiences, we want 
to hear from you. Below are two ways for you to share 
your feedback.

1-on-1 with your manager
→  Our managers are excited to hear how things went. 
Set up time to debrief. Be prepared to discuss something 
you learned from each experience.

Reach out to the People Ops team 
→  Reach out at people-ops@availcarsharing.com.

Now you're all set for your journey with Avail. Welcome 
to the team! We can’t wait to see what you accomplish 
on this ride with us. If you have any questions, feel free 
to reach out to the People Ops team at 
people-ops@availcarsharing.com.

Share your experience



Let’s not forget 
where we come from

We're proud to be a part of Allstate's family 
of companies.

Allstate is the primary insurance provider for Avail, 
meaning when cars are borrowed and shared, 
they're covered by Allstate at no additional cost. 
Our customers have peace of mind because they 
know they're backed by a reputable company.

This relationship allows us to leverage Allstate's 
strengths — a trustworthy brand, top-quality 
protection products and a world-class claims 
service — and use them to connect with more 
customers in a new way.

Protected by A
llstate
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Speak our language

→  ABI: Allstate Business Insurance

→  CAC: Customer Acquisition Cost

→  CS: Customer Support

→  CX: Customer Experience

→  FOM: Field Operations Manager

→  GR: Government Relations

→  LTE: Light-Touch Experience

→  MARA: Marketing Research

→  MVR: Motor Vehicle Registration

→  NPS: Net Promoter Score

→  OTA: Online Travel Agency (Expedia, Orbitz)

→  RAF: Refer a Friend

 

→  Booking: A reservation to borrow a car

→  Borrow: Using another person's car

→  Borrower/Driver: The person borrowing a car with Avail

→  Drop-off/Return: When a car is brought back at the  
     conclusion of a trip

→  Earnings: The money you receive as an owner for 
    sharing your car

→  Inspection: Documenting a car's condition and making 
    sure it is eligible and safe for sharing

→  Key box: A storage device used for key exchange in 
    our neighborhood locations

→  Listing: An owner's car that’s available for sharing

→  Match: When a listing has been connected to a booking

→  Owner: The person whose car is being shared

→  Pick-up: When a borrower arrives at Avail to get the 
    keys and begin their trip

→  Safe driving device: A telematics device placed inside 
    the car that monitors driving behavior and vehicle location

→  Share: Making one's car available for others to borrow

 

Acronyms

Speak our language Definitions


