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Company Overview



The Basics
Metromile is focused on providing a pay per mile 

business model for customers. 

There are some additional factors that make us stand 
out from other providers.  

Requires device installed in all cars 
on the policy. 

Fluctuating bill from month to 
month.  

Important communications sent 
exclusively through email.   



How Does it Work?
Metromile is a pay per mile auto insurance company. Our 
business model is designed to charge customers for the 
miles they drive. But how do we track how many miles a 
customer drives? The answer is our Pulse device. 

The pulse is a device 
that plugs into your 
car's OBD II port. 

What is an OBD II 
Port?

On-board Diagnostics is 
used for self diagnostic 
as well as reporting data 

from the car.

Typically located below the 
dashboard on the drivers 
side, OBD II ports have 

been required in all 1996 or 
newer cars sold in the 

United States.

When customers sign up we 
mail them a pulse device 

that plugs into the OBD II 
port. 

The port can vary 
depending on the make and 
model but should be easy to 

locate. Customers can 
contact Customer Service if 
they need help plugging in. 



Who is our Customer?
Our business model is 
designed for customers 

who drive less than 
10,000 miles a year.

Something else to consider is that 
we are a tech based company. We 
rely almost exclusively on email 

for communication with our 
customers. 

Customers that typically drive 
over 10,000 miles a year or who 

do not use email are not a good fit 
for our company.  



Device Details



Overview
● Plugs into OBD II port (must be plugged in at all times)

● GPS enabled and records miles/location - Also DTC codes, street sweeping alerts

● Should have little effect on battery health - many factors contribute to a dead battery

● Should get signal even if vehicle isn’t driven

● $100 replacement charge if not returned

*GPS can be turned off on the App or Website*



Cycle of a Device
A customer signs up with 

Metromile, and a Pulse device is 
mailed to them. 

The device is required to be 
plugged into all vehicles on the 

policy 10 days from 
policy/vehicle start date (7 in 

CA) 

Once the device is plugged into 
the vehicle and receiving power, 

the Pulse device will link to 
Metromile and starting logging 

customer miles.   

When the device becomes 
obsolete, defective, or when the 
policy cancels we will send the 
customer a prepaid envelope to 

send the Pulse back. 



Other Device Products

● Cigarette Adapter: plugs into cigarette port and device plugs into adapter
○ Vehicles without an OBD II port
○ Vehicles that experience device interference when OBD II used
○ Vehicles older than 1996 or requiring a cigarette adapter will automatically be 

sent. 



When We Lose Signal
The customer will receive emails advising them to troubleshoot, contact 

us, or to plug their device back in. 

Depending on how we detect the signal was lost, the customer could see a 
No Signal Charge. The customer will never be charged before receiving 

warning emails, and is a major reason it’s important they check their 
email.   

For sales, we want to focus on setting expectations to install the device as 
soon as it’s received. 



Receiving the First Signal
The device is sent out when the policy starts. 

*The customer is still insured without the device.

The number of devices and cigarette adapters (when applicable) are 
automatically shipped to the customer.    

Depending on the USPS arrival date, reminders will start to be emailed to 
the customer to install the device. 



Grace Period
Grace periods are used when the customer will not have the device 

installed or is unable to troubleshoot issues with the device.

Some examples are:
● Auto repair shop
● Dead battery
● Travelling for extended periods of time

Customers are able to set their own grace period once per policy term. 
Any additional grace periods would need to be requested by contacting 

customer service. 



Billing



Billing Basics
Customers pay per mile but that is not 100% of the 

calculated bill.  

Pay per mile is calculated 
monthly based off tracking from 

the Pulse device.

(.05 per mile)

Customers pay a monthly base 
rate regardless of how many 

miles they drive.

29 dollars

Both rates are based 
off many factors.

$29 $25+ =

Lets calculate for a customer who 
drives 500 miles a month.

$54 due



$28 .06 per mile:_______

Mary drives 500 miles

$30
$58

Other Bill Examples



$7.50

$43
$37 .02 per mile:_______

David drives his Truck 300 miles

$19

.03 per mile:_______

David drives his Car 250 miles

Total:

$6

$26.50

$69.50



$55 .05 per mile:_______

Susan drives her Truck 1,000 miles

$43
.07 per mile:_______

Susan drives her Car 320 miles

Total:
$22.40

$50

$170.40

$65.40

$105



Base Rate versus Mileage
The most confusing aspect of our billing is that the customer will 
pay their base rate in advance while they pay for the previous 
month’s mileage. 

TodayPrevious 
Month

Next 
Month

Customer drove 500 miles at 10 
cents a mile ($50) Customer has a base rate of $40

Bill Due Today: 
$50 + $40 = $90 

When signing 
up customers, 
they will be 
paying their 
base rate to start 
the policy. 



Billing Challenges
● Base Rate - This varies depending on the number of days in the month. A 

billing cycle of 28 days will have a few dollars less than a billing cycle of 
30 days on the same policy. 

● Autopay - This is required in all States but New Jersey. Customers will 
often become upset they are unable to opt out of this. 

● Due date - At this time customers are unable to change their due date, and 
is generated based off when they start their policy. We typically advise 
customers that we are working on implementing this option. 



Prepayment
Prepayment is the upfront amount customers sometimes are required to pay. There 
are a lot of factors that go into whether prepayment is needed like: credit score, 
location, insurance history, and more.  Prepayment may require the customer to pay 
anywhere from two to six months of their base rate upfront.

The base rate is then credited back to the customer account over their first policy 
period (6 months) even if they were only charged for two months. 

It’s best to advise the customer upfront that some they may have to 
pay a few months of base rate up front so they aren’t surprised later. 



Why Prepayment

Unlike other insurance companies, the process of sending devices and activating 
accounts is costly. For that reason prepayment is in place to insure customers are 
committed to trying Metromile. 



Challenge of Prepayment
You will not be able to see if there’s prepayment due for potential customers. 

This will only be shown on the final payment page when the customer goes to 
finalize their account. 

It’s important to quote the customer the final price but advise additional base rate 
may need to be paid to start the policy. Ensure that they will receive 100% of the 
money back over the next 5 months. (If the customer cancels, they will receive 
whatever’s left when the account zeroes out) 

Due at Sign Up
1 month base rate

Example - $40
And possibly prepayment

Example - 2 months base rate (40x2)

This example is $120 to start. (40 + 80) 



Customer Tools



Metromile App
Features

● Available on Android and IOS
● See last location of vehicles
● Turn off GPS tracking
● See miles driven and current bill
● Troubleshooting steps and support



Metromile Website
Features

● Help center with tons of information.
● Live chat or email in to a Customer Service 

Specialist
● Turn off GPS tracking
● See miles driven and current bill
● Make changes to your policy



Metromile Help Center
Features

● Device troubleshooting
● Commonly asked questions
● Coverage information
● Claims information

The Help Center on 
Metromile.com is a great 

resource and provides a wide 
array of information. 



Underwriting



Overview
● Please see “Agency UW Guidelines” for a full list of Underwriting regulations.

● “UW Guidelines Quick Reference” focuses on regulations easiest to miss when 
processing a quote. 

● When processing a quote, UW may block the quote for additional information.



MVR
California and Washington are batch MVR States that take up to 48 hours to receive. Quotes 
for these States are based off customer input. If the MVR shows differently when received, the 
rates could adjust or the policy even cancel. The customer will receive an email of any 
adjustments due to batch MVR data. 



Underwriting Block
● In some instances, Underwriting will block the quote for more information from the 

customer. This typically happens when going to the document panel. 

● The two most common Underwriting blocks require pictures of the vehicle, or utility bills 
from the customer.

● The customer can log into the quote to upload the photos themselves right into Q&E.

● Once the documents are submitted, Underwriting will take up to 5 business days to 
process.



Turo Partnership
● Customers who use Turo with their vehicle is allowed in CA and IL. 
● Metromile covers the car when not actively rented through Turo.

○ Turo covers the vehicle when rented. 
● Miles driven while actively rented are not charged by Metromile. 
● Customers interested in linking their Metromile account can do so after 

signing up through their account dashboard. They can also contact customer 
service for assistance. 



Disclosures and Q&E



Disclosures
Key Points

● The disclosures are matched with panels in 
the Q&E flow.

● Some disclosures depend on the State the 
policy is being written in. 

1

2

2

1

5

# of 
disclosures

These disclosures should 
be read on every call!

Please see document “Agency Compliance Checklist” for a list of 
disclosures. 



Q&E Process
The quote will be processed through the Metromile website. It’s 
best practice to process the quote until the documents page, and 
have the customer finish up on their end. 

The Customer will “find their quote” on the website using the 
primary drivers name, zip code, and birthdate.  



Q&E Overview
● Q&E will only show coverages applicable to the policy State. 

● All applicable documents will be automatically generated on the documents panel.

● Emails can only be linked to one quote or account, only use valid emails for the customer.

● The customer will need to review the generate documents, sign, then pay to start their 
policy. 



Q&E Walkthrough



Q&E



Q&E



Q&E



Q&E



Q&E

This page will bring up possible 
vehicles from 3rd party reports. It 
can be inaccurate so it’s best to 

not put weight in suggesting 
these vehicles. 



Q&E



Q&E
As information is filled out, the 
estimate at the top will become 

more accurate. 

Each section will need to be 
filled out in any order. 

The base rate and per mile rate 
is shown here. 



Q&E



Q&E



Q&E



Q&E
“View breakdown” will list the 
final base rate and per mile 

rate.

This is where you stop and 
have the customer complete 

the quote.



Q&E Customer Finishes
The customer will be required to find and finish the quote once 
they decide to sign up. 

Their documents will then populate that includes the signed 
contract, any exclusion forms, or State specific forms required. 

After accepting the documents, they will create a password for 
their account and finally make payment. 

Payment will typically be their base rate, and possible 
prepayment if required. 



Q&E Finding a Quote
The customer will need to go to the “continue a 
previous quote” option located on the Metromile 
website. 

You can also share the direct link with them:

https://www.metromile.com/quote/resume-
information

https://www.metromile.com/quote/resume-information


Q&E Finding a Quote
The customer will then fill 
in this information to be 
brought into their partially 
filled out quote. 

*Only one person can be in 
the same quote at a time (an 
error occurs with multiple 
people)

*The quote will update 
immediately from being 
filled out.



Q&E - When to Transfer
Some quotes will have to be referred to Metromile to complete.

If you run into a bug you cannot resolve, transfer to the Sales and Service 
team at Metromile 1-833-534-5066.  

**Opening Metromile with incognito mode can fix a lot of issues**



Sales Hurdles



Calculating Miles Driven
A lot of customers will not have a good understanding of how 
many miles they drive on a weekly or monthly basis. 

For these customers, it’s helpful to walk them through their 
driving habits. 

Things helpful to figure out is where and how often they drive in 
a week, and more importantly how far they are. It’s easy to use 
this in figuring out a rough estimate in how many miles they 
drive a month. 



Qualifying Questions
Metromile is not a good fit for everyone, for that reason it’s important to 
ask good questions early on. Some key questions to ask are:

“How many miles do you drive a month?”   Less than 10k miles
“What year is your vehicle?” 1996 or 
newer, 1981 in CA
“Do you have an email account?”                  Heavy email communication



Important Information
● Daily miles are capped at 150 miles in CA, IL, NJ, OR, PE, and VA.
● Daily miles are capped at 250 miles in AZ and WA. 
● Customers are required to keep the device plugged in at all times. 
● Customers are covered even if the device isn’t plugged in. 
● The device will not ship until the policy starts. 
● Any fees or charges (prepayment) owed will be refunded upon 

cancellation.
● Prepaid cards cannot be used for the first payment, they can be used on 

established accounts however. 


