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Getting Started

You’re a part of the Coast team now. 

Just getting here was probably different from any experience you’ve 
ever had, and that difference is going to continue. Sometimes, different 
can be uncomfortable, so we wrote this to give you the confidence and 
the encouragement to dive right into being being an agent of change. 

Just so we’re all clear: this is not an employee manual. Its purpose is to 
describe in plain words our values and the way we operate. 

The words may be coming from us, but what they mean has to be 
owned by you. 

Our Values:

• Start with Why
• Teamwork
• Tenacity
• Be Humble
• Empathy
• Respectfulness
• Integrity
• Honesty
• Trust
• Think at Scale



What We Really Do
We live by the values you just read. 

They’re all human qualities we at Coast deeply admire in others, and establishing 

our values was the first thing the founding team did. That’s how important they are 

to us – and by extension – to you.

START WITH WHY

There is a reason we hired you. It is because you’re relevant. We hope you will never 

get tired of hearing us ask why about things because establishing relevance is the 

foundation upon which we build everything. Right now, at this very moment, we 

know exactly why you’re a part of our team. It’s obvious to you, too, right?

TEAMWORK

There are some pretty awesome rockstars on the Coast team, but they’ll be the first 

to tell you about the pitfalls of trying to do it all on your own. Admire pedigrees if 

you want, but know that we choose to align our individual strengths and talents to 

collaborate creatively. 

We’re not asking you to be absorbed into the Borg Collective. You will experience 

from our actions, though, that we prize teamwork over individual contributions. 

That’s awesome for you because it means you will never, ever, have to do it alone. 

TENACITY

Ever play tug-of-war with a dog? That’s what we mean by being tenacious. Grab on 

to challenges with your teeth and growl with resourceful innovation. We’ll be there 

to support you. 

That means you’re going to have a lot of autonomy. How many ways can you think 

of to screw in a lightbulb? Besides some technical policies and procedures, the best 

way to do something is likely the way you believe it should be done. So, own it –

and the responsibility that comes with it.

BE HUMBLE

People much smarter than us discovered and invented amazing things that have 

changed our world, but they were people just like us. We use this to remember two 

things:

1. Everyone has the ability to create, change and improve – and there’s an 

opportunity to learn from them.

2. No one is beneath us, so we are direct, simple, and human in every interaction.



EMPATHY

You surround yourself with people who understand you. In exchange for that 

acceptance, it’s only fair to do the same for them, right? Bingo. That’s what we 

mean by empathy. Agreement or judgement isn’t the goal. Life gets boring when 

there’s no one around to push us outside of our comfort zones.

At Coast, you may face people who don’t share your opinions, approve of what 

you’re doing for them, or even like you for that matter. In any of those cases, we 

believe there is always only one choice: seek perspective through care and 

understanding. Sympathy is your personal decision – because let’s face it, someone 

else’s reality simply may not fit into your worldview. Empathy is all we’re asking you 

to apply.

RESPECTFULNESS

Your waitperson, a perfect stranger, places your lunch before you. You politely say 

thank you. Your spouse of many years passes the salt. And you say…? Kind words 

are free and inexhaustible. Unforced courtesy is contagious, and it’s one thing we 

don’t mind you spreading as far and wide as you can.

INTEGRITY

We love our favorite gadgets and apps because they “just work.” They’re so well 

put together that we never worry. There’s no reason to wonder if the next time we 

use them it’s going to be different, and we’re just plain satisfied that we know what 

to expect. 

That is how we want people to feel about Coast, and Coast is all about people who 

cultivate dependability through their adherence to our principles. It’s what we want 

people to feel about you.

HONESTY

It’s not difficult to be honest, and honesty when combined with empathy means it’s 

seldom necessary to worry about hurting someone’s feelings. Sincerity and 

conviction is a potent cocktail, and we hope you’ll let it intoxicate you. People will 

take you seriously without you needing to be serious. Cheers!

TRUST

It’s earned, this trust thing. It comes because we experience a repeated pattern of 

solid predictability. Over time, we become confident that the pattern of 

predictability will continue. 

The sunrise is a good example of trust. Rise to the occasion.



THINK AT SCALE

New College at Oxford was founded in 1379. Its great dining hall is supported by 

huge oak beams that are two feet square and 45 feet long. Over a century ago, it 

was discovered that the ancient beams were disintegrating. Replacements were 

impossible to find.

Someone had been planning ahead. On the land owned by the college, oaks had 

been planted and tended for just such use in the future. They were harvested for 

the beams, and new ones were planted to be used yet again in the years to come. 

Nothing at Coast is made of oak trees, except maybe some furniture, but when you 

work on helping us to build something today, keep the story of those Oxford oak 

trees in mind. 

YOU ARE NOT A RESOURCE

Coast will not ever have a department called “Human Resources.” That’s a pretty 

degrading way to think about people with whom we work. There are some hard and 

fast rules about working at Coast, and most of them are legal rules you’ll find in 

your employee manual. 

Those rules do not define our culture. Our values do. 

We’ve asked you to become a member of the team at Coast because the people 

who interviewed you are the people you’ll actually be working with, and you’ve 

given them the confidence that you believe what we believe. Because otherwise, it 

would really suck to be stuck with someone who doesn’t care.

So get ready to care a lot.



The Second Section
HOW WE OPERATE

One word: together. The people at coast are collaborators. 

WE HAVE BANISHED HIERARCHY…FOR THE MOST PART 

That way of defining our roles supposedly ranks importance when it really doesn’t, 

and it usually only makes people end up feeling small. Yes, there’s a group of 

leaders who facilitate – and this is important, so pay attention – but do not solely 

make decisions. Stuff doesn’t trickle down from the top. We prefer it to percolate 

up from the bottom. 

Everything we do is in service of our customers, and so those of us who spend the 

most time with our customers are the best people to advise the rest of us –

especially our leaders – on how to innovate. What would you do, what would you 

change, if you owned the company? It’s our goal to give everyone at Coast the 

authority to believe they can do the right thing for our customers and offer insight 

we can put into action to be even better. 

You’ll have a boss, but they will never boss you around. We have a CEO and some 

other people who have a “C” in their job title, but they are not our commanders. 

They are our collaborators.

WE WANT YOU TO PLAY

Everything can’t be fun, and we get that. Satisfied people do great work, so if you 

don’t enjoy what you’re doing, tell us. If you go home at the end of the day with 

even a little bit of joy sucked out of you, we’ve failed. 

WE TAKE THE TIME TO CARE

Newsflash: Working with others sometimes is difficult. The default is to not want to 

work with them anymore, but then you’ve made the problem your own. The thing 

about people is that we all tick a little differently. That’s where our value of 

empathy comes in real handy. Dig a little deeper into that difficulty and seek 

perspective – not only because it’ll help you understand that person better, but also 

because you’re on a team and the cultivation of its harmony is part of your job.

Much of what we do at Coast is technical. Our people work on vehicles or work on 

the stuff that helps us work on vehicles. We’re all pretty skilled in certain focused 

aspects. We might not know the difference between a line wrench or a box wrench, 

but we all are very familiar with what’s in our interpersonal skills toolbox – and we 

never close the lid.



WE WILL ALWAYS ACT LIKE A SMALL COMPANY

Where we work shouldn’t include any danger zones, so please make yourself 

comfortable inside our circle of safety as quickly as you can. Get a warm and fuzzy 

feeling from the trust you’ll establish through the relationships you’ll make here. 

When you feel safe, you feel brave. You gain the courage to innovate.

How do you do that when a company gets big? You just make more circles of safety. 

Grab a handful of rocks and toss them in a pond. Notice how the circles intersect? 

That is how – no matter how big Coast gets – we will do it.

ACTING LIKE A SMALL COMPANY, CONTINUED…

We all play a part in this, and you’ll always have the choice to grow the circle of 

safety by doing things that keep us acting like a small company. So, stand up and 

move around and go get some face time with other people at Coast whenever it’s 

possible. That’s healthy for your body, too.

Don’t worry. It doesn’t mean lots of hugging or holding hands. One of our co-

founders grew up in Hawaii. He’ll tell you that even at the stodgiest of companies 

there, people hug and kiss each other on the cheek practically every time they see 

each other. Of course, that’s part of the culture of the Hawaiian Islands. But isn’t it 

cool that even people who just work with each other there feel safe and trust each 

other enough to hug and kiss each other on the cheek?  

WE ARE BOLD, BUT NEVER RUDE

Passionate arguments about ideas give birth to the best leaps forward. The 

adrenaline is all over the place and people’s faces turn red. We love it when people 

speak their mind! But only when it’s honest and respectful.

Speaking of speaking your mind – don’t be afraid to ask someone to explain a term 

or concept you don’t understand. At Coast we’re spanning a lot of areas of 

expertise. Nobody’s expecting you to memorize their particular jargon. When words 

start getting in the way, it’s time to stop and get everybody back on the same page. 

OUR CUSTOMERS ARE PART OF THE TEAM

James is a brain surgeon. Serena is a police officer. Stephen is an accountant and his 

wife Laura is a dentist. Using names instead of calling them “customers” helps us 

remember that we’re all just people who do what we do for a living because we’re 

good at it. They need us and we need them. Our customers really are a part of our 

team because we can’t exist without them. Use their names.

WE PREFER TO BE OUTSIDE OUR COMFORT ZONE

If you had a job at Google, Larry Page would tell you that you should always work 

hard on something uncomfortably exciting. Too bad for Larry. We were lucky 

enough to have you join our team instead. Part of your job description here, 

though, is still going to be about pushing the limits. So take your pulse on a regular 

basis. It should be slightly elevated because you’re charting new territory. We don’t 

want you to give yourself a heart attack. Your team members aren’t going to mind if 

you take a break – as long as you’re not going to pull a Rip Van Winkle on them. 



WE ARE HUMANS WHO HAPPEN TO BE PROFESSIONAL

Our personality is what beams through above everything else. If we cloak it in 

forced professionalism, we are false in who we are. Nobody else you can be who 

you are, and that’s who we want you to present. Each of us personally represents 

Coast – which is a company made up of humans who are professional. 

Human first. Following our values takes care of the professional part.

WE PREFER TO HAVE AS FEW MEETINGS AS POSSIBLE

Sometimes you just have to hold a meeting. Stuff needs to get planned or discussed 

or brainstormed. Mostly, though, stuff just needs to get made. Meetings that are a 

lot of talking? Meh. Meetings that make things? Boom! So if you are asked to attend 

a meeting, you have every right to be convinced that something’s going to come 

about as a result of it: something that simply couldn’t happen without your 

participation. 

WE DON’T MIND NOISE

Scientific studies have determined that the hum and buzz of a busy office actually 

fosters creativity. Music falls into that category, as well. Not all of us, however, 

have the same taste in tunes. Share the buzz, but only share your music if the 

people around you like it, too. 

We’ve got places for you to hang out if you need the sound of silence. Just know 

that if there are people who want to have one of those rare meetings, or if there’s 

presentation, we’re going to steal your quiet space. Sorry.

WE ARE TOTALLY COOL WITH DOGS

Back to those scientific studies: they’ve been done about dogs, too. The studies 

underscore what many of the people on the Coast team think about our canine 

friends. 

Well-behaved dogs in a working environment generally relax people and even make 

them happy (usually because of those dog-things they tend to do). Here’s 

something else science tells us: Even if your pet is a cat, a fish, or even a tarantula, 

being around it can lower your stress level and blood pressure, while at the same 

time helping you release relaxing endorphins. Unfortunately, only dogs seem to do 

well in an office environment. They’re welcome, until they’re not. And those 

reasons are pretty obvious. 

WE AREN’T CLOCK-WATCHERS

Different strokes for different folks. Some of us are early risers, while others are 

more productive later in the day. When we absolutely need to be at Coast to 

interact with our team or because – hey, there are customers looking for us! – that 

pretty much decides our working hours. Nobody’s going to be looking to see where 

you are, as long as we know you are present and accounted for when and where it 

makes sense to contribute to the team. 

AFTER HOURS, HOLIDAYS AND WEEKENDS

Nobody’s going to stop you from coming to the office whenever you like. Be safe 

about it, always, by making sure you know how to deal with the alarm system, lock 

the doors, and basically leave it the way you found it.



The Third Section
WHO WE ARE

Whatever we are today, we’re sure as hell not going to be exactly the same thing 

tomorrow. Coast is made up of people, and people change. Our customers are a 

part of our team, and they will change, too. Thank goodness! It’s never going to be 

boring around here. You’re okay with that, right?

WE ARE EXPONENTIAL, NOT INCREMENTAL

There’s never any such thing as a bad idea. Some ideas, though, aren’t going to 

move our team very far down the field. We prefer to lead, never follow. Don’t ever 

censor yourself if you have an idea, but do challenge yourself to consider whether 

what you’re proposing is a baby-step or a big bounce. 

Baby-steps are sometimes necessary, and in the scheme of constant improvement 

they are always a good idea. What’s magic? It’s what you share with us that pushes 

Coast to a place where no one can follow.

Who knows when or where you’ll catch magic. What’s pretty certain is that it’s not 

going to come looking after you. So go out there and look for it.

Excuse your butt from the chair. Engage your muscles by walking around and you’ll 

increase the blood flow to your brain. Those neural networks will light up. If you’re 

one of our Coast technicians, you’re already out and moving around. Hey, maybe 

should ask if you can go out with them.

Finally – and we’re really serious about this – be selfish with your personal time. It’s 

meant to be spent doing the things that make you happy with the people who are 

important to you. Working on big projects and deadlines and all that stuff is what 

you do with your team at Coast. People on teams cover for each other. Don’t work 

late and miss your daughter’s soccer game. Go on vacation when you planned it! 

You told us in advance, right? So it’s our problem, not yours, if we don’t have you 

covered while you’re gone. Feel free to bring back souvenirs and presents for us, 

though. We love that!

IF WE DON’T LIKE SOMETHING, WE CHANGE IT

We created Coast because we didn’t like having to drive somewhere to get routine 

automotive care. So we changed the way it’s done. If something isn’t working, we 

have no allegiance to continue doing it that way. Nobody likes to fail, but frankly, if 

we’re not failing we’re not innovating. You could say we have the opposite of fear 

of failing. We fear not failing.

All that change? It happens fast, and nothing’s sacred. It applies to anything. You 

only have to play by the rules when you’re following. We’re not followers at Coast. 

We choose to create and lead. There are calluses on our hands, and from an ego 

standpoint we’ve learned not to be in love with an idea or a process to the point 

that we can’t bear to part with it. 

What will you change?



WE ARE SOCIAL CREATURES

We love what we do, and we also love the people who are a part of it. We spend a 

lot of time together, and it naturally crosses over into our personal lives away from 

Coast. Some of us were friends before we became co workers. All of us discovered 

we have new friends as we got to know the members of our team. Doing stuff 

together that’s social is doing stuff that’s good for Coast.

Why’s that? Coast is made up of humans, and humans are social. We celebrate our 

successes and resolve our challenges the way humans have done it since the 

invention of pizza delivery. We make it a comfortable and amicable environment 

because getting to know each other on a personal level helps us find ways to be 

more cohesive, more successful. It’s not party central here, but it definitely feels 

great to be able to say that the people we work with are also our friends. 

WE ARE NOT OUR TITLES

What defines you usually confines you, which is why even though we all have job 

titles, we don’t put much currency in them. You’ll be changing things even before 

the ink is dry on your business card. 

At Coast, there’s no such thing as “that’s not my job,” because our job is to be an 

agent of change. We even thought about just giving everybody the title of Change 

Agent. We changed our minds. Promise us that you will only let your job title be the 

beginning of what you can be. 

WE CARE

There was never a time at Coast when it was more about the idea than it was about 

the people. We know that Coast will only ever be as good as the people who make 

it and run it. We believe that if we take care of you first, you will take care of the 

business. 

We want you to feel appreciated, safe, and emboldened to unleash that natural 

curiosity you possess. That’s what fuels innovation. 



THAT’S IT!

Thanks for taking the time to get some insight on the humans here at Coast. We’re 

betting on the fact that absolutely nothing you’ve just read comes as a surprise, 

and along the way you were saying to yourself, “Hey, the people at Coast are just 

like me.”

We’re going to do big things together – but only if we do it together. It starts with 

always remembering that you don’t work for us, you work with us. Coast is a 

company, but it’s made out of people. Perhaps for the first time, you’re going to 

work with people who think just like you because we are guided by values that 

resonate with you, too. 

So instead of saying Welcome to Coast, we feel it’s better to say…

Welcome home.


