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About This Report

CarMax 
Introduction

Thank you for your interest in CarMax’s Responsibility Report. We 
are pleased to share the initiatives and programs that support 
CarMax’s commitment to having a positive impact on our people, 
communities, and the environment. We are proud of the values we 
live, our history of success, and our ongoing commitment to our 
stakeholders, including associates, customers, communities, and 
shareholders, all while seeking to enhance CarMax’s long-term and 
sustainable value.

In this report, we reinforce our focus on our people and our 
communities, expand upon the progress we are making to protect 
our environment, and share our efforts in the areas of corporate 
governance, ethics, data security, and customer privacy.

This report has been reviewed by CarMax’s Board of Directors. The 
reporting period covers our fiscal year (FY) 2021 (March 1, 2020, 
through February 28, 2021). Any data or information referencing a 
different period is designated in the report.

In preparing this report, we considered various standards, 
frameworks, ratings, and rankings for responsibility and 
sustainability reporting. Several of the metrics and narrative 
disclosures provided in this report align with the guidance 
provided by the Sustainability Accounting Standards Board (SASB) 
for the Consumer Goods Sector.

For more information about CarMax, please visit carmax.com®.
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This past year has been one of the most challenging years in our history. Our associates, 
customers, and communities have faced significant challenges navigating the ongoing pandemic 
and the renewed attention to social justice. What has been remarkable to me is the strength, 
resiliency, and dedication we all have demonstrated through these unprecedented times. 

Living our purpose and staying true to our core values was more important than ever in the past 
year. Our values – Do the Right Thing, Put People First, Win Together, and Go for Greatness – are 
fundamental to how we conduct business. They represent who we are and guide every interaction 
with our associates, customers, communities, and shareholders.

A Message 
from Our CEO

Our People

Putting people first is at the forefront of every decision we make – especially as we continue to 
navigate the ever-changing landscape of the pandemic. Recognizing the need to be proactive 
in addressing associate needs, we formed a dedicated team to manage, monitor, and advise our 
centralized pandemic efforts. We implemented extensive procedures to protect the health and 
safety of our associates and our customers. We also went the extra mile to support our associates 
personally and professionally by introducing new programs, such as our caregivers initiative and 
enhanced flexible work policies.  

The pandemic was only one of the significant issues we faced as a company and as a country.  
In the face of escalating social and racial injustice, we recognized the need to do more to further 
advance our longstanding commitment to diversity and inclusion (D&I). To demonstrate this 
commitment, I signed the CEO Action for Diversity and Inclusion™ pledge, the largest CEO-driven 
commitment to advance diversity and inclusion in the workplace. We enhanced our leadership in 
this area by creating a Chief Diversity and Inclusion Officer position to further build a diverse and 
inclusive environment. Our vision is for everyone, everywhere to have the same opportunity to reach 
their full potential, and we are bringing our vision to life through a comprehensive D&I strategy and 
plan that includes associate education and strong community partnerships.

Our Communities

Extending this renewed support to our communities, in June 2020, we pledged $1 million to help 
combat inequality and racial injustice. After taking time to listen and learn from associates, experts, 
and community leaders, we determined we can make the most meaningful impact by focusing 
on promoting equitable access to economic opportunity in communities nationwide. Our $1 
million pledge will support organizations that focus on education, careers, access to credit and 
financial education, and entrepreneurship in underserved communities. In addition, we pivoted 
our community partnerships and programs to meet the moment and provide support where it was 
needed most.

Bill Nash
President and Chief 

Executive Officer
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Our Customers

Throughout the pandemic, we moved quickly and deliberately to provide a safe car buying 
experience with minimal contact. We introduced new offerings, including contactless curbside 
pickup, solo test drives, and home delivery options. Our omni-channel platform also rolled out 
nationwide in 2020, giving customers flexibility and freedom in deciding how they want to 
experience car buying – online, in-store, or a seamless integration of both. 

Demonstrating our commitment to delivering a signature experience for our customers, we 
introduced innovative initiatives such as the “Love Your Car Guarantee” – an unprecedented 
consumer offering that includes 24-hour test drives and a 30-day money back guarantee. Our 
instant online appraisal enables customers to get an offer on their vehicle in minutes and at a  
time that is convenient for them. These offerings are part of the CarMax Consumer Difference  
that provides our customers peace of mind and confidence in our brand.

Our Environment

We recognize our increasing responsibility to address climate change, which is why we recently 
announced measures that will reduce CarMax’s impact. By 2025, we plan to reduce CarMax’s 
greenhouse gas (Scope 1 and Scope 2) emissions by 50%, compared with a 2018 baseline, and 
by 2050, we plan to achieve net-zero carbon across the company in accordance with the Paris 
Agreement. We are taking several steps to achieve progress toward these goals, including 
performing a new emissions inventory in calendar year 2021. 

Our Future Vision

As we look to the future, we recognize that as a company we have an important role to play 
in contributing to a better society for everyone. We have recently established a new team and 
leadership role dedicated to Corporate Social Responsibility (CSR). In addition, we have established 
a cross-functional leadership group representing disciplines across the company dedicated to 
addressing our Environmental, Social, and Governance (ESG) priorities. The new CSR team will 
shape our future vision and strategy and will work to harmonize and operationalize our ESG goals. 

This year presented obstacles that none of us could have predicted. Despite these challenges, 
I am proud we never stopped innovating and providing solutions to our associates, customers, 
and communities. Guided by our fundamental values, we not only weathered the storm, but we 
expanded our positive impact in the communities where we work. Looking over the horizon, I am 
confident that we will continue to generate and seize opportunities that will help our business, as 
well as our people, customers, and communities.

Thank you for your interest in CarMax, and thank you to our dedicated associates who live our 
culture and values every day.

Bill Nash 
President and Chief Executive Officer
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About CarMax 

Company History

When we opened our doors in 1993, we set out on 
a bold mission to transform the way people buy 
and sell cars by providing an ethical and honest 
experience. We revolutionized automotive retail 
with our used-car retail concept and transformed an 
industry by creating a consumer offering that is, first 
and foremost, built on integrity. From the beginning, 
our success has depended on an unwavering focus 
on doing the right thing – even when that isn’t easy. 
We are a FORTUNE® 500 company and the nation’s 
largest retailer of used cars, with nearly 10 million cars 
sold since our founding. We offer a truly personalized 
experience, and our nearly 27,000 associates across 
our 200+ locations nationwide are the champions of 
integrity in every interaction – it’s what drives us.

Our Purpose and Values

Our purpose is to drive integrity by being honest 
and transparent in every interaction. Unique to our 
industry, this approach has a powerful effect on 
our associates in how we treat each other, serve our 
customers, and deliver our products. Each day, our 
associates bring our purpose to life by living our  
core values.

Our values – Do the Right Thing, Put People 
First, Win Together, and Go for Greatness – are 
fundamental to how we conduct business. They 
represent who we are and guide every interaction 
with our associates, customers, communities,  
and shareholders.

What We Do

We are committed to delivering an iconic experience 
for our customers – everywhere, every time. We 
take a customer-centric approach and never stop 
innovating on behalf of customers. Known for 
disrupting the industry with the first used vehicle 

“no-haggle” buying and selling experience, our 
industry-leading innovations and trusted brand 
define our competitive advantage.

Our omni-channel platform, which we  
completed rolling out in August 2020, empowers 
retail customers to buy a car on their terms – online, 
in-store, or a seamless integration of both. We offer 
personalized e-commerce capabilities to shop for, 
save, and transfer vehicles; secure financing  
pre-approval; and obtain an online appraisal. 
Customers can opt to complete the car buying 
experience in-person at one of CarMax’s 200+ stores 
nationwide; or buy the car online and receive home 
delivery, available to most customers, or delivery 
through contactless curbside pickup, available 
nationwide. We also offer free appraisal offers good 
for seven days – available both online and in-store.

Through CarMax Auto Finance (CAF), we offer 
financing to customers buying retail vehicles from 
CarMax and provide auto loan servicing. CAF has 
also played a significant role in our omni-channel 
experience by working to digitize the finance 
application and approval process and move the 
financing decision earlier in the online sales process.

For our dealer customers, we hold wholesale 
auctions conducted by professional auctioneers, 
where the typical vehicle sold is approximately 10 
years old and has more than 100,000 miles. Auctions 
are held on a weekly or biweekly basis. In 2020, we 
successfully transitioned to 100% virtual auctions due 
to the COVID-19 pandemic.

An integral part of our customer value proposition is 
the vehicle reconditioning process, which ensures 
that every car meets our internal standards before it 
can become a CarMax Certified quality vehicle. Each 
store provides vehicle repair service, including repairs 
covered by the extended service plans we offer. In 
addition, CarMax is focused on the expanding  
market for electric vehicles (EVs). We will continue to 
invest in training, tools, and internal infrastructure to 
strengthen our ability to service and recondition EVs.

For more information on our customer-friendly 
business practices, see the Ethics section of  
this report. 

Introduction
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The CarMax Consumer Difference

CarMax provides the ultimate personalized car 
buying experience – offering consumers both peace 
of mind and the ability to buy on their terms. Key 
initiatives and offerings include:

 • Stress-free car buying experience with  
no-haggle pricing and flexible options,  
including the ability to buy online.

 • Contactless curbside pickup, available 
nationwide, or home delivery, available to  
most customers.

 • “Love Your Car Guarantee” – an unprecedented 
consumer offering:

 • 24-Hour Test Drives where customers have a 
full day to decide if a car is the right fit.

 • 30-Day Money Back Guarantee where 
customers can return the car for any reason 
for a full refund if the vehicle has not been 
driven more than 1,500 miles.

 • Nationwide inventory of used vehicles 
consisting of nearly every make and model.

Introduction

 • 360-degree photos online that give  
customers full viewpoints of the interior and 
exterior of vehicles.

 • Limited warranty that covers a vehicle’s major 
systems for 90 days or 4,000 miles, whichever 
comes first.

 • Free appraisal offers good for seven days – 
available both online and in-store – we’ll buy  
your car even if you don’t buy ours®.

 • Extensive social distancing and sanitization 
measures at all CarMax locations. Further details 
on how CarMax is supporting customers during 
the COVID-19 pandemic may be found here.

Recognition and Awards

Each year, we are proud to be recognized as a top 
used car retailer, a responsible corporate citizen, and 
a great place to work. In 2021, CarMax was named 
one of the 100 Best Companies to Work For® by 
FORTUNE magazine for the 17th year in a row. For a 
full list of awards and local recognitions, visit the 
Recognition and Awards page on our website.

https://www.carmax.com/covid-19-response
http://media.carmax.com/Recognition/default.aspx
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Introduction

Caring for People Throughout 
the Pandemic
We have built our business on integrity, transparency, 
and putting people first – in good times and in bad. 
When the COVID-19 public health crisis emerged in 
early 2020, our intentional approach and core values 
ensured we were doing the right thing to support our 
people and our business. 

Caring for Our Associates

Put People First is at the forefront of every decision 
we make. Our associates know they can rely on us  
to have their backs every day – especially as we 
continue to navigate the ever-changing landscape  
of the pandemic. 

Recognizing the need to be proactive in addressing 
associate needs, we formed a cross-functional  
team to manage, monitor, and advise our centralized 
pandemic efforts. We also implemented a special, 
centralized human resources team to support 
associates who had been tested for, had exposure  
to, or tested positive for the virus, and to track 
impacts in affected locations. To protect the 
health and safety of our associates working onsite, 
we enhanced our procedures for cleaning and 
sanitization, supplied associates with cloth masks, 
and implemented social distancing measures. 

In addition to ensuring a safe and healthy workplace, 
we went the extra mile to support our associates 
personally and professionally during this challenging 
time. Some of our offerings included the following:

• CarMax Caregivers Initiative was created to
help associates balance their work with caring for
family members, particularly as schools reopened.
People managers met with our associates
to discuss how CarMax could support them,
including providing flexible work arrangements
such as alternative schedules or short-term leaves
of absences without losing benefits eligibility.
We also introduced additional benefits such
as Care.com membership and a backup care
program, to assist associates in caring for their
loved ones.

• CarMax Support Pay Program ensured
our associates were paid for at least 14 days
of COVID-related absences, before having to
use any sick, personal, or vacation time. This
initiative was implemented despite CarMax
being exempt from federal mandates to pay
workers for such absences.

• Our enhanced medical plans included 100%
coverage for COVID-19 testing and telehealth.

• Intranet resources provided our associates
easy access to our employee assistance program
(EAP), legal and financial counseling, benefits,
and telehealth.

• Our appreciation program for open stores
and Customer Experience Centers included
complimentary food delivery, raffles, and thank
you letters from leadership. For our stores
that remained open in the early weeks of the
pandemic, we paid an additional thank you bonus
to those associates who worked during that time.

For associates who could work remotely, we:

• Provided a one-time payment of $250 to defray
home office expenses.

• Simplified the process for ordering supplies to use
at home – and offered a discount.

• Offered an intranet page with tips for working
and leading remotely, from how to set up
an effective workspace to leveraging the tools
and technology that support our highly
collaborative culture.

We also accelerated our implementation of 
regular associate pulse surveys to understand how 
associates were feeling and to equip managers with 
insights to develop action plans. 

As the pandemic continued to impact our business, 
we reached a point where we needed to make some 
hard decisions. More than 80% of our associates 
are in our 200+ stores, working with customers or 
their vehicles every day. As we temporarily closed 
some of our locations and adapted to meet local 
guidelines and restrictions, we worked diligently to 
quickly identify new roles within the company that 
could be accomplished remotely. We also reassigned 
or transferred some of our associates to new roles 
within CarMax. For example, some store associates 
became temporary, remote Customer Experience 
Center associates. When you hire for character, 
competencies, and values, your workforce is ready to 
reposition as business needs shift.
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Despite our efforts, we made the difficult decision 
to furlough 15,500 associates in April 2020. We took 
several measures to ensure our furloughed associates 
were taken care of, including:

• Providing two weeks of transition pay and
covering 100% of medical plan benefit premiums
throughout the furlough.

• Helping associates understand the CARES Act,
which offered financial benefits that we believed
could be beneficial to them.

• Continuing eligibility for medical, dental, vision,
flexible spending accounts, life insurance, short/
long-term disability insurance, parental leave for
those whose claim began prior to furlough, tuition
reimbursement, and vacation time accrual for up
to 90 days.

• Continuing with annual stock awards for
those eligible.

• Access to the Associate Disaster Relief Fund.

• Regular outreach from managers to check in
with associates and keep them apprised of
company updates.

• Encouraging associates to leverage our employee
assistance program as well as myStrength, a free
online emotional wellness program.

At the same time the decision was made to furlough 
associates, our senior leadership team decided 
to forgo a portion of their pay and our Board of 
Directors waived its cash retainer. 

Throughout the situation, there was a firm focus 
on bringing the CarMax family back together. By 
the end of July 2020, positions were available for 
approximately 99% of impacted associates and the 
vast majority returned to work at CarMax when 
offered the opportunity to do so.

Caring for Our Customers

Caring for our customers is a collaborative effort, 
requiring the time and attention of every associate. 
At the onset of the pandemic, many of our stores 
were closed or under limited operations due to 
government mandates. However, our commitment 
to provide our customers with reliable transportation 
never wavered. We moved quickly and deliberately to 
provide a safer car buying environment with  
minimal contact.

Teams across our 200+ locations complied with 
wide-reaching and varied government mandates, 
as well as sanitization guidelines from the Centers 
for Disease Control and Prevention (CDC). We 
implemented social distancing and sanitation 
policies, adopted a company-wide mask policy, and 
installed plexiglass dividers in all store locations.

We introduced new offerings and enhanced existing 
ones to help provide a safer shopping environment, 
including contactless curbside pickup, solo test 
drives, and home delivery options. Our omni-channel 
experience also completed rolling out in 2020, giving 
customers flexibility and freedom in deciding how 
they want to experience car buying – online, in-store, 
or a seamless integration of both. Although  
omni-channel officially rolled out nationwide 
during the pandemic, this innovation had been in 
development at CarMax for a few years.

Caring for Our Communities

Caring for our communities is an important part of 
our culture and a pillar of our Put People First value: 
We give back to help our communities thrive. This 
same philosophy was applied to our approach to 
supporting our communities during the pandemic. 

While most of our in-person volunteer efforts were 
paused due to pandemic-related mandates, our 
commitment to our communities remained strong. 
We donated $100,000 to local nonprofits to honor 
canceled volunteer events, and we made $2.5 million 
in unrestricted grants available across a host of 
nonprofit organizations, allowing them to direct and 
use those funds to best meet their needs.  

For more information about CarMax’s community 
efforts, visit the Caring for Our Communities section 
of this report.

The Road Ahead

While the past year challenged CarMax in  
unforeseen ways, we remain committed to our 
purpose and to living our core values. We continue 
to monitor and navigate the current environment to 
ensure we are doing the right thing for our people, 
customers, and communities.

Introduction
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People: Our First Priority 

We are proud to provide an award-winning workplace 
where we help all associates progress on their career 
journey and achieve their career goals. Our associates 
drive what’s possible every day; they are the key to our 
success – especially when times are challenging. We 
provide an exceptional workplace full of opportunities to 
learn and grow, celebrate and reward accomplishments, 
and take care of each other and our communities when 
they need us most. 

We have policies and procedures in place to ensure 
that associates at all levels are treated with respect and 
have ample opportunities to grow within CarMax. Those 
policies include:

• Treating Associates with Respect: Defines our
commitment to maintaining a workplace that is
respectful, safe, and welcoming for all associates.

• Equal Employment Opportunity: Defines our
commitment to providing equal employment
opportunities to everyone in all terms and conditions
of employment.

• Commitment to Diversity: Defines our commitment
to championing diversity, inclusion, and belonging for
our associates, customers, and communities.

View these policies here.

Because this past 
year challenged 
the well-being of 
our communities in 
extraordinary ways, 
2020 also presented an 
opportunity for CarMax 
to demonstrate and 
elevate our commitment 
to Put People First in 
meaningful ways. Read 
more about our efforts in 
this section.

Putting 
People First

http://s21.q4cdn.com/483767183/files/doc_downloads/Governance%20Document/2019/11/13/Treating-Others-with-Respect.pdf
http://s21.q4cdn.com/483767183/files/doc_downloads/Governance%20Document/2019/11/13/Equal-Employment-Opportunity.pdf
https://investors.carmax.com/governance/governance-documents/default.aspx
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Diversity and Inclusion

At CarMax, we are committed to advancing  
diversity and inclusion (D&I), as we recognize the 
value that diverse talents, perspectives, and ideas 
contribute to our ability to win together. Our goal 
is to continue to build on our people-first culture 
so that each person feels valued, included, and 
experiences a sense of belonging.  

Commitment to Diversity Policy

At every level of our organization, our commitment 
to D&I reflects an understanding and acceptance of 
diverse points of view, abilities, backgrounds,  
and experiences. 

We have an expectation that our associates follow  
our Commitment to Diversity Policy, which 
articulates our commitment to championing 
diversity, inclusion, and belonging for our associates, 
customers, and communities. 

Guiding Our Commitment with  
Strong Leadership

Our D&I leadership structure is strategically designed 
to ensure the alignment of our D&I initiatives with 
our business goals, our corporate values, and the 
future of CarMax. Support for these important 
initiatives is driven by senior leadership. Our Chief 
Executive Officer, Bill Nash, is committed to ensuring 
that CarMax is a diverse, equitable, and inclusive 
workplace for all associates. He has demonstrated 

his commitment by signing the CEO Action for 
Diversity & Inclusion™ pledge, the largest CEO-driven 
commitment to advance diversity and inclusion in 
the workplace. 

In 2020, we continued to invest in our D&I leadership 
by creating and hiring for two new positions – a  
Chief Diversity and Inclusion Officer (CDIO) and a D&I 
program manager. These new roles allow us to  
build on our longstanding commitment to create 
a diverse and inclusive environment at CarMax 
by specifically focusing on developing a more 
comprehensive D&I strategy, associate education, 
and strong community partnerships.

CarMax’s D&I governance structure includes  
the following:

 • The Executive Steering Committee, led by the 
CDIO, is a cross-functional, diverse executive 
leadership team, including the CEO, designed to 
drive company-wide D&I initiatives and programs 
while advising on new policies and practices. 

 • Our Diversity and Inclusion Council, led by  
the CDIO, is comprised of executives and 
associates from diverse backgrounds, including 
race, ethnicity, gender, and sexual orientation, and 
represents every area of our business. The Council 
is responsible for overseeing efforts in our core 
areas of focus: Associate, Customer,  
and Community. 

 • The CarMax Diversity and Inclusion Team is 
responsible for planning and implementing 
programs at all levels of the organization. 

A key to our success is providing opportunities 
for our associates to get involved. This is a great 
way to open conversations, hear different voices, 
and understand different perspectives. It’s more 
important than ever that we stay true to who 
we are – by putting people first, doing the right 
thing, and showing others that we care.
  

– Darren Newberry, Senior Vice President, Store Operations

“

“

https://investors.carmax.com/governance/governance-documents/default.aspx
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Our D&I Purpose, Vision, and Focus Areas

CarMax is committed to advancing diversity, inclusion, and belonging in all aspects 
of our business. When we utilize the thoughts, perspectives, ideas, and backgrounds 
of our associates, we make our business better. This journey is not new to CarMax; 
it is embedded in who we are. In 2020, we advanced along our journey with the 
development of our D&I purpose, vision, and strategy. 

Our vision guides all our D&I efforts, and while we have made meaningful progress, 
today we are even more committed to bringing our vison to life. Our D&I framework 
includes the following:  

Vision

Focus Areas Commitment

Values

Where everyone, everywhere has the same opportunity to reach their full potential.

ASSOCIATE CUSTOMER COMMUNITY

Promote an inclusive work 
environment where our 

differences are celebrated and 
make us stronger.

Provide an iconic customer 
experience where every  

customer feels welcomed  
and valued.

Promote equal access to 
economic opportunites to 
serve and strengthen our 

communities.

Do The Right Thing Put People First Win Together Go For Greatness

Purpose

Champion diversity, inclusion, and belonging for our 
associates, customers, and communities. 
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Associate Initiatives 

As part of this past year’s D&I strategy, we placed 
our primary focus on our associates. Two key areas 
include: 1) learning and education; and 2) reviewing 
our policies and practices.

To ensure that CarMax associates can identify the 
value of and exhibit behaviors that drive D&I efforts, 
CarMax has implemented several training courses 
and materials for associates, including: 

 • D&I education: Our team adds education and 
other timely materials and tools to the D&I 
intranet site on a monthly basis. All associates 
are required to complete D&I training, and 
managers are required to complete additional 
unconscious bias training. New hires at every 
level of the organization are also required to 
participate in unconscious bias training as part 
of our onboarding process. We are continuously 
adding articles and videos about unconscious bias 
to our onboarding materials and training resource 
library, so all associates have the opportunity to 
explore this topic. 

 • Leader Perspective videos: These videos 
feature diverse voices from leaders across the 
organization. These authentic conversations show 
our associates that we value dialogue as a way 
toward understanding one another’s background 
and perspective.

 • Conversation guides and manager discussions 
with teams: Every manager is responsible for 
leading conversations with their associates 
to better understand their perspectives and 
experiences related to social issues. Managers 
are equipped with conversation guides and can 
discuss challenges and best practices with fellow 
managers on regular calls.

 • Tools and resources for associates: Through the 
D&I page on our intranet 
site, The CarMax World, we 
encourage associates to 
engage with content, explore 
monthly celebrations and 
observances, learn more 
about inequality and  
social justice, and share  
their own stories about  
living our values and 
embracing differences. 

Non-Diverse Diverse

Non-Management 47% 53%

Management 74% 26%

Racial/Ethnic Diversity

Male Female

Non-Management 73% 27%

Management 75% 25%

Gender Diversity

Gender and Racial Diversity  
at a Glance

For purposes of workforce diversity, CarMax considers ethnic and racial minorities as 
diverse and defines management as director and above at the corporate level and the 
top four managers at the store level, as a group.

Ensuring a Welcoming  
Customer Experience

As a national retailer with 200+ stores, we recognize 
our customers also come from diverse backgrounds. 
Today, we are training our associates in unconscious 
bias to enhance the way they interact with customers. 
We strive to create an environment where every 
customer feels welcomed and valued, and we look 
forward to providing more information on our D&I 
progress in future reports.

To learn more about CarMax’s commitment to 
promoting equal access to economic opportunities, 
see the Caring for Our Communities section of  
this report.
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Talent Acquisition, 
Engagement, and 
Development
At CarMax, we invest in our associates and provide 
opportunities for them to grow. Through our talent 
acquisition, engagement, and development activities, 
we champion a workforce that reflects our core 
values and continues to drive mutual success. 

Talent Acquisition

The market for talented, motivated associates 
remains competitive in our industry and 
communities. Despite challenging labor market 
dynamics, CarMax maintains a strong pipeline of 
qualified candidates. We are proud to be among  
the FORTUNE 100 Best Companies to Work For®  
since 2005. 

Today, we are investing time and resources into 
the hiring process to ensure we are attracting and 
retaining the right candidate for a given role. Key 
components of our hiring practices include: 

 • Recruitment: Our extensive recruitment  
efforts and channels include social media  
outlets, networking sites, colleges, trade 
school and military recruitment partnerships, 
advertisements and campaigns, recruiter 
networks, and relationships with employment 
agencies. We are also expanding our partnerships 
with diverse organizations to continue to enhance 
our talent pipeline. 

 • Assessments and Interviews: As part of the 
application process, each candidate completes an 
online assessment, which is developed by a  
third-party provider and helps us predict a 
candidate’s potential for success. We generally 
conduct at least one in-person or virtual interview 
with each candidate and assess role-specific skills  
and competencies. 

 • New Store Openings: When we open a new 
store, our strategy is centered on a respectful 
partnership with the local community. We 
conduct extensive market research, develop 
relationships with local residents and 
organizations, and leverage local chambers of 
commerce and media outlets to introduce CarMax 
before setting up local employment centers to 
search for the right associates to represent us in 
our new community.
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Engagement

Engaged associates drive our success. They  
provide quality products, exceptional customer 
experiences, and personify our core values. Our goal 
is to achieve world-class associate engagement, 
which we constantly measure to assess the health 
of our culture. We have a strong track record with 
engagement in the 97th percentile compared with 
external company-level benchmarks. Despite a 
difficult year and the acceleration of our  
omni-channel rollout, on average, our associates 
were more willing to recommend CarMax as a great 
place to work in 2020 than in 2019. Our surveys show 
our sales teams are even more engaged six months 
after our omni-channel rollout. We are proud of this 
strong vote of confidence from our associates.

In FY21, we transitioned to more frequent pulse 
surveys, allowing associates more opportunities to 
share feedback about their experiences in real time 
and equipping managers with insights to develop 
action plans. Building on this approach, we have 
invested in a new survey platform. Going forward, 
questions asked will be more straightforward, and 
managers will be provided with more detailed 
insights, user-friendly reporting, and tools to identify 
recommended focus areas and action plans. With 
this system, we expect the feedback to spark more 

informed conversations between managers  
and associates about the CarMax experience. As  
a company, we respond to associate feedback,  
focus on the moments that matter to them, 
and support our associates through significant 
organizational changes.

Development

Our integrated talent process and programs 
support an individualized approach to developing 
our associates. As an organization, we engage in 
detailed workforce planning to determine our 
talent needs. We are regularly evaluating our talent 
pipeline to ensure that we have associates ready to 
assume leadership roles and support the growth 
and evolution of our business. We strive to provide 
all associates with the tools they need to succeed 
and grow in their careers. This includes personalized 
development plans, focused training, meaningful 
and efficient performance reviews, formal and 
informal mentorship and coaching opportunities, 
and our learning management system, which 
provides job-specific curriculum, corporate wide 
learning, and development plans. We have also 
increased our efforts focused on reskilling our 
current workforce to evolve their skillsets as our 
business and technology evolve.

CarMax Receives Recognition 
for Associate Training

For the 14th year in a row, CarMax was selected as one 

of Training magazine’s “Training Top 125” companies, 

ranking 43rd in 2021. Training, the training industry’s 

premier publication, annually selects organizations 

that excel at employee development based on 

criteria such as best training practices, evaluation 

methods, and outstanding training initiatives. For a 

full list of awards, visit the Recognition and Awards 

page on our website.

http://media.carmax.com/Recognition/default.aspx
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Compensation and Benefits
Our pledge to treat associates with respect extends 
to the total rewards we offer. We strive to create 
compensation packages and benefits programs that 
are fair and broad-based, providing all associates 
opportunities to maximize their earnings and 
improve their well-being. 

Associate Compensation

We offer each associate a compensation package 
that is comprehensive and competitive in the 
markets where we compete for talent. While our 
associate compensation takes on various forms (e.g., 
annual salary, hourly wages, annual bonus, CarMax 
equity, and commission-based wages based on 
specific roles), we regularly review our pay  
structure companywide to ensure earnings are 
fair, reflective of our core values, and are compliant 
with applicable laws. In March 2021, we provided 
bonuses to 22,000 associates in recognition of their 
commitment and dedication to provide excellent 
customer service and introduce new innovative 
offerings in the midst of a challenging year.

We review pay equity annually based on objective 
factors such as position, tenure, and location. If we 
find discrepancies that cannot be explained by these 
objective factors, we make appropriate adjustments. 
Our goal is to provide equal pay for comparable work 
regardless of gender, age, race, or ethnicity. The vast 
majority of our associates make $15 or more per hour, 
and we offer health and other benefits to all our full-
time associates. As of February 28, 2021, the last day 
of FY21, only 0.59% of in-store employees earned the 
applicable minimum wage.

Associate Benefits and Programs

Our total compensation package incorporates 
benefits and programs that meet the needs  
of associates in different life and career stages.  
These include:

 • Health Benefits: We offer associates quality 
healthcare, dental, and vision coverage at 
affordable prices that meet their individual 
needs. Our healthcare coverage includes benefits 
for domestic partners, gender dysphoria, and 
applied behavioral analysis therapy. Through our 
partnership with Live Health Online, associates 
enrolled in a CarMax medical plan can receive 
virtual care for both physical and behavioral 

health issues. In 2020, we launched Teladoc Medical 
Experts, a service that enables associates to validate 
a diagnosis or a treatment plan from the nation’s 
leading medical experts at no cost to the associate.

 • Retirement and Financial Planning Programs: 
CarMax associates are eligible for our 401(k) match 
– a 100% match, up to 6% of pay – on their first 
day of work. Our associate stock awards and stock 
purchase plans pave the way for our associates to 
become CarMax shareholders. 

 • Paid Time Off and Holiday Pay: All salaried 
associates have access to our “Time Away” benefit, 
which does not impose a limit on vacation, sick, or 
personal time off, provided appropriate workload 
arrangements are made. Commissioned and hourly 
associates are also eligible to accrue vacation time. 
Our paid parental leave benefit, short-term disability 
pay policies, and personal leave policy enable our 
associates to take care of their personal needs 
as they arise. We also observe six paid company 
holidays as well as offer holiday pay for certain roles.

Four additional benefits that differentiate CarMax’s 
award-winning workplace include the following:  

 • Our Wellness Programs are open to all associates, 
as well as their spouses or domestic partners. 
Programs include a health screening and a variety 
of support resources. Through Engage, our wellness 
tracking tool, associates and their spouse or partner 
are eligible to earn gift card incentives and a 
medical plan credit when they participate in healthy 
activities. Additionally, CarMax has been a tobacco-
free workplace since 2013. 

 • Our Flexible Work Policy provides associates 
flexibility to balance work demands with their 
personal lives. For our corporate associates, many 
roles have been designated as hybrid or 100% 
remote. All associates are able to request flexible 
options, including flex time and compressed or 
reduced schedules.

 • Under our Relocation Program, we work to ensure 
a smooth transition for associates who are moving 
to a different store or community. We assign a 
relocation counselor to help affected associates 
navigate the company’s relocation program, find 
new housing, and get to know the community they 
are joining. 

 • We value and recognize the hard work of our 
associates and their families. To show our gratitude, 
we offer an Associate Discount Program where 
associates and eligible family members can qualify 
for up to $3,000 off on up to three used cars per year.

For more information, visit the Benefits page of  
our website.

https://benefits.carmax.com
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Safety
We have a comprehensive safety and security 
program that is focused on protecting our associates, 
customers, and all other guests. Safety is always a top 
priority in how we deliver our experiences and how 
we serve our communities.  

Occupational Safety and Health

Our occupational safety and health efforts are 
rooted in our values of Put People First and Do the 
Right Thing and supported by our Code of Business 
Conduct. Additionally, our Environmental, Health, and 
Safety (EH&S) Principles detail our occupational safety 
and health expectations.

We expect every associate to play an important 
role in keeping themselves, their coworkers, our 
customers, and our visitors safe. This includes 
following processes, using the right personal 
protective equipment (PPE), keeping work areas 
clean, and resolving or reporting hazards. We also 
have clear EH&S expectations for store managers, 
including quickly resolving facilities issues, keeping 
tools and equipment well maintained, ensuring PPE 
is available, and holding associates accountable to 
EH&S requirements to ensure a safe and comfortable 
working environment.  

As part of our open-door policy, we encourage 
associates who have safety and health questions 
or concerns to raise them through our associate 
helpline or with their managers, Human Resources 
representative, or our internal EH&S team. 

Protecting the Health and Safety 
of Our Associates and Customers 
Throughout the Pandemic
Throughout the pandemic, we made sure we 
complied with wide-reaching and varied government 
mandates, as well as sanitization guidelines from the 
Centers for Disease Control and Prevention (CDC). Our 
stores took several proactive steps to help reduce the 
risk of exposure and spread of COVID-19, including:

Personal Safety

Just as we are committed to creating and 
maintaining a safe environment, we also recognize 
the importance of personal safety. We have a  
zero-tolerance policy regarding workplace violence. 
We strive to prevent violence by detecting, 
investigating, and managing behavior that may 
precede violence and, when that is not possible, 
urgently responding to any incident. 

All CarMax associates are subject to evaluation 
and background screening as part of the hiring 
process, and our security controls help deter and 
prevent potentially dangerous interactions. Our 
Workplace Violence Prohibition and Protection 
Policy outlines reporting procedures, investigation 
strategies, and warning signs to educate and better 
prepare associates for potential risks. Each location 
is equipped with and trained on our Emergency 
Violence Response Procedures. 

We also recognize that certain circumstances 
can pose greater risks than others, and we have 
created Personal Safety Guidelines to specifically 
address them and empower our associates to keep 
themselves safe in those situations. Personal Safety 
Guidelines exist for test drives, store opening  
and closing, after-hours and overnight work, and 
home deliveries.

Additionally, our Asset Protection Policy provides 
basic ground rules, expectations, and specific 
examples for protecting CarMax assets, including our 
people, property, and culture of integrity.

 • Establishing social distancing protocols

 • Implementing a store-wide mask policy

 • Installing plexiglass dividers in all store locations

 • Regularly sanitizing stores and high-touch areas, 
including vehicles

To learn more about these steps and the other 
customer safety initiatives we implemented 
during the pandemic, read the Caring for People 
Throughout the Pandemic section of this report.



2021 Responsibility Report   |   What Drives Us   |   17

CarMax Giving 

Just as we are dedicated to driving what’s 
possible for our customers and associates, we 
recognize that when our communities thrive, 
we do, too. Guided by our values, we give back 
to help support the communities where our 
associates live and work.

While 2020 was an unprecedented year, our 
commitment to our communities remained 
constant. The year brought significant 
challenges, but CarMax met the moment by 
developing new ways to engage associates and 
impact our communities. We believe resilience 
breeds innovation, and some of the new 
programs and efforts implemented in FY21 will 
remain and be integrated into our overall  
giving portfolio.

Responding with  
Empathy and Purpose  

With the onset of the pandemic, many 
partnerships and programs were paused or 
pivoted, affording CarMax and The CarMax 
Foundation unique opportunities to reinforce 
our commitment to our nonprofit partners. We 
continued to invest in the work of our partners, 
adjusting to current realities to provide what was 
needed most.

In FY21, the Board of Directors of The CarMax 
Foundation awarded $2.5 million in unrestricted 
program grants, so approved nonprofits could 
direct our contribution to best meet community 
needs. In addition to the $100,000 granted 
in honor of cancelled volunteer projects, we 
invested more than $245,000 in our hometown of 
Richmond, Virginia, to provide ongoing support 
to nonprofits that are vital to the well-being of our 
local community as events and gatherings were 
canceled or re-imagined. 

We are also proud to support causes meaningful 
to our associates through our Matching Gifts 
program, which matches the financial donations 
and volunteer service hours of our associates 
and their immediate families, up to $5,000 
per associate each year. We increased our 
Matching Hours rate, our Foundation’s monetary 
contribution for each hour volunteered with a 
school or other eligible nonprofit, from $10 to  
$15 for FY21, and we extended this increase 
through FY22.

Since 2003, $75 million
given by CarMax and The 
CarMax Foundation to help 
our communities thrive

Caring for Our
Communities
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To help associates invest in their communities, we launched 
our Care Card program in conjunction with Giving Tuesday, 
an international day of charitable giving celebrated annually 
on the first Tuesday after Thanksgiving. Every associate was 
empowered to direct $25 to the nonprofit of their choice. 
Nearly 18,000 associates participated in the program, 
directing $446,525 to approximately 6,500 nonprofits 
nationwide. Any untapped Care Cards were directed to 
the CarMax Associate Disaster Relief fund, resulting in over 
$200,000 to support our fellow associates.

We also encourage our associates to take an active role 
in organizations they are passionate about through 
our Volunteer Team-Builder (VTB) Program. The VTB 
Program enables associates to volunteer with qualifying 
organizations in their communities, and when five or more 
associates participate, our Foundation donates to that 
organization. After most VTB events, our Foundation grants 
a minimum of $500 to the organization served.

While the pandemic forced the postponement  
of in-person VTB events, we listened to our associate 
requests and created a virtual walk opportunity. For  
each socially-distanced walk taken by at least five 
associates, our Foundation donated $500 to a different, 
associate-nominated charity. As locations and communities 
were able, associates embraced returning to supporting 
in-store donation and blood drives using our updated VTB 
guidelines, as well as participating in some location-specific 
volunteer activities.

A core component of our Foundation’s work is  
through our partnership with KABOOM!, a national 
nonprofit dedicated to amplifying the power of 
communities to build inspiring playspaces that spark 
unlimited opportunities for every kid, everywhere. Since 
2011, CarMax associates have volunteered their time and 
talent to build or improve play spaces, creating healthier 
environments for children. In 2020, our Foundation provided 
funding for three installer-led playgrounds with KABOOM!, 
donated seven imagination playgrounds and 17 Rigamajig 
sets, and extended our partnership into FY22.

Supporting Military Families and Veterans

In 2015, we announced our commitment to providing 
community support and career opportunities to military 
members and their families as a direct result of associate 
feedback. Since then, we have invested more than $3 
million in nonprofit organizations supporting service 
members, their families, and veterans. Our partners include:

 • Hiring Our Heroes

 • Operation Gratitude

Lending a Helping Hand When  
Disaster Strikes

When emergencies threaten our associates and 
communities, we are prepared to lend a helping 
hand. In addition to the pandemic, 2020 marked 
an unprecedented natural disaster season, with 
numerous wildfires and a record number of storms 
making landfall in the United States. CarMax  
provides support through partnerships with the 
following organizations:

 • Associate Disaster Relief Fund

 • American Red Cross*

 • Good360

Recognition for Our Community Efforts

We are honored to be recognized as one of the 2020 
PEOPLE Companies that Care®. For a complete list of 
local and national recognition, visit the Recognition 
and Awards page on our website.

Answering the Call to  
Support Operation Gratitude
Through our partnership with  

Operation Gratitude, associates at more 

than 40 CarMax locations volunteered 

their time during onsite and virtual 

gatherings where they crafted paracord 

survival bracelets and wrote notes of 

encouragement. These were included in the 

more than 300,000 individually addressed 

care packages Operation Gratitude sends 

each year to military personnel and other 

first responders. Following each CarMax 

volunteer event, Operation Gratitude was 

awarded a $500 grant to further their 

mission of forging strong bonds between 

civilians and service members through 

hands-on volunteerism and meaningful 

engagements in communities nationwide.

*The American Red Cross name, emblems and copyrighted materials are used with its permission, which in 
no way constitutes an endorsement, express or implied, of any product, service, company, opinion or political 
position. The American Red Cross logo is a registered trademark owned by the American National Red Cross.

 • Operation Homefront

 • The Mission Continues

https://kaboom.org
https://www.hiringourheroes.org
https://www.operationgratitude.com
https://www.carmaxrelief.org
https://www.redcross.org
https://good360.org
http://media.carmax.com/Recognition/default.aspx
http://media.carmax.com/Recognition/default.aspx
https://www.operationgratitude.com
https://operationhomefront.org
https://www.missioncontinues.org
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Access to Economic 
Opportunity

At CarMax, we believe taking a stand against injustice 
is the right thing to do. We are committed to 
investing in philanthropic organizations that ensure 
access to economic opportunity for everyone.

Creating Lasting Change in Our 
Communities

The tragic events of 2020 and renewed attention  
to social injustice brought to light the need for us  
all to do better – and to do it now. Taking prompt 
action, in June 2020, we pledged $1 million to 
organizations that promote fairness and inclusion. 
Initial investments were made in the NAACP Legal 
Defense and Educational Fund, Inc. and Center for 
Policing Equity.

This was the beginning of our long-term journey to 
create lasting change regarding racial and social 
injustice in our communities. We spent the next  
few months listening to and learning from our 
associates and external experts as we evaluated 
how we could maximize our impact. Guided by our 
values, we were inspired by a desire to affect people’s 
lives in real, tangible ways. We believe that everyone, 
everywhere deserves an equal opportunity to reach 
their full potential.

We recognize access to resources is critical to 
achieving our vision for a brighter tomorrow.  
Sharing the fundamental tools to build a financial 
safety net has the potential to create pathways 
to economic security and inspire the leaders and 
innovators of tomorrow. 

Our Philanthropic Pathways

By taking the time to listen and learn, we identified 
clear pathways that align with our business, expertise, 
and passion to spur economic opportunity in our 
communities. Our social justice philanthropy focuses 
on the following four pathways: 

 • Education: Access to equitable and inspiring 
educational opportunities can lay the foundation 
for a lifetime of economic mobility.

 • Careers: Establishing a stable career acts as a 
pathway to greater economic opportunity.

 • Access to credit and financial education: As one 
of the country’s largest originators of vehicle loans, 
we recognize the impact fair, equitable access to 
credit and financial education and resources can 
have on the stability and success of an individual 
or business.

 • Entrepreneurship: Creating opportunities for 
generational wealth-building and serving as a 
critical lever for economic empowerment.

Many communities are experiencing  
severe, urgent economic hardships. Building 
pathways to long-term prosperity through  
equitable access to education, careers, and  
financing, as well as promoting entrepreneurship, 
is critical to address economic disparities that exist 
within underserved communities.

Aligning Partners and Pathways

We selected organizations that partner  
one-on-one with community members to offer 
personalized help in achieving their dreams. Key 
philanthropy partners include:

 • Sponsors for Educational Opportunity

 • STRIVE

 • LIFT

 • Points of Light

In addition to financial investments, we are  
exploring opportunities for our associates to 
volunteer with our community partners and 
to provide new community-focused learning 
opportunities. Through our philanthropic and 
volunteer efforts, we are taking meaningful steps 
to empower future generations to achieve their full 
potential and enjoy a brighter future.

In 2020, CarMax  
pledged $1 million 
to organizations 
committed to promoting 
racial and social justice, 
and we fulfilled this 
pledge in May 2021

https://engage.naacpldf.org/78rBTyv-rEGfqk-N_fEgkg2
https://engage.naacpldf.org/78rBTyv-rEGfqk-N_fEgkg2
https://policingequity.org
https://policingequity.org
https://www.seo-usa.org
https://strive.org
https://www.liftcommunities.org
https://www.pointsoflight.org
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Protecting the
Environment

Managing Our 
Environmental Footprint

We respect the environment and are committed 
to doing our part to address climate change. We 
take a practical approach to conserving energy 
and minimizing waste from our operations. 
We actively look for more efficient ways to use 
resources and reduce our environmental impact.

Our Commitment to  
Net-Zero Carbon

At CarMax, we recognize our increasing 
responsibility to proactively address climate 
change. Aligned with our value to do the right 
thing, we have established short- and long-term 
greenhouse gas (GHG) emissions reduction 
targets to minimize our carbon footprint:

 • By 2025, reduce CarMax’s GHG (Scope 1 and 
Scope 2) emissions by 50%, compared with a 
2018 baseline.

 • By 2050, achieve net-zero carbon  
across the company in accordance with  
the Paris Agreement.

We are taking several steps to achieve  
progress toward these goals, focusing on  
a two-pronged approach: reducing CarMax’s 
own emissions (Scope 1 emissions); and 
increasing the share of renewable  
energy in CarMax’s overall electricity  
supply (Scopes 1 and 2 emissions as defined 
by the Paris Agreement). More specifically, 
we expect our climate strategy to include the 
following measures:

 • Avoiding and reducing emissions through 
energy conservation measures;

 • Applying on- and off-site renewable  
energy generation;

 • Implementing renewable energy 
procurement strategies (e.g., renewable 
supply contracts, power purchase 
agreements); and

 • If necessary, purchasing verified and socially 
beneficial offsets.

In addition, we are in the process of  
evaluating our Scope 3 value chain emissions, 
and we plan to disclose additional information 
related to Scope 3 emissions reduction planning 
at a later date.
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FY19 FY20 FY21

CarMax Total 292,095,668 271,752,107 266,432,927

Renewable 393,999 15,740,292 43,716,357

Percentage 
Renewable

0.13% 5.79% 16.41%

CarMax Electricity Consumption in kWh  
(FY19 – FY21) 

Our Performance and Progress

In FY21, we consumed 266,432,927 kWh of 
electricity, of which 43,716,357 kWh (16.41%) came 
from renewable sources. For the reporting period, 
renewable energy was predominantly sourced via 
certified Renewable Energy Certificates associated 
with retail supply contracts in Texas and Ohio, and 
a power purchase agreement in Virginia. The Texas 
supply (over 7% of the company load) is tied directly 
to a wind farm resource in that state, the Ohio supply 
is tied to a wind farm in Maine, and the Virginia 
supply is drawn from a biogas project within the 
state. Photovoltaic panels on rooftops of two stores in 
Texas and two stores in Arizona continue to provide a 
small portion of renewable energy. 

Gigajoules Percentage of Total

Purchased Electricity  

(Grid)

957,807 45.27%

Renewable Electricity  

(Generated Solar)

1,352 0.06%

Natural Gas and Propane 588,982 27.84%

Gasoline and Diesel 567,821 26.84%

Total 2,115,962 100%

CarMax Energy Consumption (FY21) 

Energy Conservation 

We are committed to continuously reducing our 
energy consumption. Recent investments have 
focused on lighting enhancements. In 2018, we 
initiated an expansive lighting enhancement project 
to retrofit the high-intensity discharge (HID) fixtures 
at nearly 140 stores. By the end of FY21, 91% of all 
stores were equipped with light-emitting diode (LED) 
exterior lighting, which is more efficient and uses less 
power compared with HID lighting. The remaining 
stores will be retrofitted by May 2021. In addition, a 
retrofit project to upgrade interior lighting to LED at 
over 50 stores began at the end of FY21. 

Store Systems

We have made significant investments in building 
controls to optimize our systems. Our energy 
management program allows our team to track 
energy usage and adjust building conditions based 
on occupancy, weather conditions, and seasonal 
changes. Using data provided by our systems, we 
can identify and correct operational issues quickly. 
In addition, we actively participate in the U.S. 
Environmental Protection Agency’s ENERGY STAR® 
partner program and use its recommended energy 
management and analysis principles to identify 
reduction opportunities.

HVAC systems are designed to ensure our buildings 
are healthy, comfortable, and use the least amount of 
energy possible. This is achieved through multistage 
heating and cooling, multispeed fans, energy 
recovery wheels, variable frequency drives, and 
demand control ventilation. Across all our operations, 
our facilities team ensures our equipment is in good 
condition and determines when to replace units that 
are inefficient, outdated, or not operating correctly.

In addition to optimizing our systems, we power 
down whenever possible. Air compressors, vacuums, 
and other equipment are automatically turned off 
when not operating. Computer equipment and 
nonessential lights are automatically turned off 
during nonbusiness hours.
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Store Design and Construction

In FY21, we opened four new stores, and we plan to 
open 10 stores in FY22. The design and construction 
of our stores provide our business with unique 
opportunities to reduce energy consumption. For 
example, we take advantage of sunlight harvesting, 
which includes:

 • Skylights and large storefront glass to welcome 
natural light into our showrooms.

 • Skylights in production shops to invite  
natural light.

 • Monitoring natural light levels and reducing 
artificial light power using automatic dimmers.

When designing new stores for our growing 
business, we optimize for function and size, which 
helps to reduce energy use throughout the life of the 
building. CarMax has integrated Leadership in Energy 
and Environmental Design (LEED) principles into our 
store designs and construction practices, including:

 • Whole store commissioning to ensure systems 
and equipment operate as designed.

 • White thermoplastic polyolefin (TPO) reflective 
roofs, which reduce cooling energy use and heat 
island effects.

Emissions

We are mindful of the emissions produced by our 
operations and look for ways to minimize impact. For 
example, we minimize volatile organic compound 
(VOC) emissions by:

 • Using special fixtures and materials to improve air 
quality in our buildings, including low-VOC interior 
paint, flooring materials, adhesives, and sealants.

 • Standardizing the use of low-VOC automotive 
paint in our reconditioning process.

 • Our fleet operations, which move vehicles 
between stores, have introduced some  
natural gas-powered vehicles.

Recycling by the Numbers* 

Waste

The successful reconditioning of used cars is core to 
our business, and we focus on acquiring cars we can 
improve in quality and life span. We also look for  
ways to reduce and recycle waste in other areas of 
our business.

In our vehicle reconditioning and service operations, 
for example, we recycle tires, battery cores, and  
used motor oil and oil filters. We also have eliminated 
lead wheel weights from our reconditioning 
processes and recycle the lead weights removed 
during wheel balancing.

Other efforts to reduce or recycle our waste include:

 • Recycling more than seven million pounds of 
everyday products such as cardboard, plastics, and 
cans each year.

 • Reclaiming and recycling computers, monitors, 
and servers.

 • Partnering with vendors to reduce the 
construction waste that goes to local landfills 
during new construction.

Water Conservation

CarMax employs water conservation  
practices across all our locations. Approximately  
85% of the water used in our car washes is reclaimed. 
We also use irrigation systems with rain sensors and 
drip irrigation.

We install low-flow faucets and toilets in our new 
stores. When designing landscaping for new stores, 
we apply xeriscape principles, which include limiting 
turf (lawn) to appropriate, functional areas and 
planting water-efficient, drought-tolerant plants.

451,400
Number of Tires Recycled

1,267,500 
Gallons of Oil Recycled

7,419,200
Pounds of Everyday Products Recycled

*Numbers are approximate and representative of all locations, calendar year 2020
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Ensuring Responsible 
Governance & Ethics

Corporate Governance

CarMax is committed to sound corporate 
governance. Our Board of Directors and 
its committees have adopted governance 
standards and practices that seek to properly 
balance stakeholder interests, while providing 
a framework to guide optimal decision-making 
and enhance our long-term, sustainable value.

Our Board of Directors  
Leadership Structure

CarMax’s Board of Directors and its four Board 
committees are responsible for directing and 
monitoring our governance practices, which are 
rooted in our commitment to operating with 
integrity and primarily memorialized within 
our Corporate Bylaws, Corporate Governance 
Guidelines, and Code of Business Conduct. Our 
Board of Directors consists of 12 members, 10 of 
whom are independent. Six of our independent 
directors have joined the Board since 2017, 
demonstrating our commitment to ongoing 
Board refreshment.

Directors serve one-year terms and must receive 
a majority vote at our annual shareholders’ 
meeting to be elected to the Board. We have 
historically split the roles of CEO and Chair of 
the Board, and our lead independent director 
ensures responsible oversight of our Board 
activities. Our Board periodically reviews this 

leadership structure and recognizes that, depending 
on the circumstances, a different leadership model 
might be appropriate.

Our Board has four standing committees, each 
composed solely of independent directors: 

1. Audit Committee: Responsible for oversight 
related to the integrity of financial statements; 
legal and regulatory compliance; qualifications, 
performance, and independence of our external 
auditors; and the performance of CarMax’s 
internal audit function. 

2. Compensation and Personnel Committee: 
Responsible for oversight related to executive 
compensation philosophy, programs, and related 
risks; salaries, incentives, and other benefits for 
our CEO and other executive officers; incentive 
compensation plans and all equity-based plans; 
and management succession planning. 

3. Nominating and Governance Committee: 
Responsible for oversight related to Board 
organization; membership and CarMax’s 
Corporate Governance Guidelines; and corporate 
and social responsibility, environmental, and 
sustainability matters. 

4. Technology and Innovation Committee: 
Responsible for oversight and support of 
technology and innovation-related matters 
including, CarMax’s omni-channel, digital and 
e-commerce initiatives; cybersecurity and data 
privacy-related oversight; data analytics and 
machine learning initiatives; and intellectual 
property matters. 
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Supplementing our longstanding good governance 
practices, our Board also has a continued interest in 
making meaningful shareholder-focused changes in 
response to shareholder feedback, evolving industry 
practices, and the Board’s independent judgment. 
For example, the Board has adopted a proxy access 
right for eligible CarMax shareholders, has embraced 
majority voting for director elections, and requires 
that directors stand for election annually.

For more information on our corporate governance 
practices, please see our 2021 Proxy Statement.

Board Diversity

Aligned with our approach to associate diversity, 
we believe our Board should include directors with 
diverse viewpoints, experiences, and backgrounds, 
including ethnic and gender diversity. In FY21, 33% of 
our Board was ethnically and/or gender diverse.

FY21

Average Age 57

Average Tenure 6 years

Average Board and Committee 
Attendance

97%

Diversity – Gender 25%

Diversity – Racial/Ethnic 17%

FY21 Board Data

ESG Governance

We believe that responsible governance structure 
not only protects our culture of integrity, but also 
the long-term viability of our business and the 
sustainable value we bring to all stakeholders, 
including our associates, customers, communities, 
and shareholders. To demonstrate our ongoing 
commitment to environmental, social, and 
governance (ESG) matters, we formalized our ESG 
Governance structure in 2020. Reporting directly 
to our President and CEO, our cross-functional ESG 
Leadership Team is comprised of senior leaders from 
across the company who establish the strategy and 
direction for CarMax’s approach to ESG.

Under the direction of our ESG Leadership Team, our 
ESG activities are managed by three working groups: 

1. Our Environmental working group is responsible 
for overseeing activities related to managing 
CarMax’s environmental footprint. The group is led 
by our Vice President, Store Delivery and Support 
Services, and includes the Environmental, Health, 
and Safety team to ensure responsible energy 
management and waste minimization practices 
across the organization. 

2. Our Social working group is responsible for 
overseeing CarMax’s efforts to put people first, 
and care for our communities. Comprised of 
our Chief Diversity and Inclusion Officer as well 
as senior leaders from our Human Resources, 
Communications, and Community Relations 
functions, the group works with their respective 
teams to create an exceptional work environment 
for our associates and support the communities 
where we live and work.

3. Our Governance working group is responsible 
for overseeing activities related to CarMax’s 
governance and ethics programs and policies. 
Led by the General Counsel, who is our Secretary 
and Chief Compliance Officer, the group includes 
senior leaders from our Legal and Investor 
Relations teams and ensures the organization 
consistently follows sound corporate  
governance practices.

Additionally, our ESG governance framework 
is formalized at the Board level through our 
Nominating and Governance Committee. As outlined 
in the committee charter, its members consider 
corporate and social responsibility, environmental, 
and sustainability matters as necessary, making 
recommendations to the Board, or taking direct 
action, with respect to appropriate ESG matters. 

Diversity of Board Backgrounds

We seek directors who have high integrity, sound 
judgement, and significant experience and skills  
that will benefit CarMax. Our board is comprised  
of leaders from diverse industries, including: 

 • Retail

 • Automotive

 • Technology

 • Finance

To learn more about our Board, please visit the 
Management and Directors sections of  
our website.

 • Omni-channel

 • Healthcare

 • Distribution

 • Restaurants

https://s27.q4cdn.com/743947716/files/doc_financials/2021/ar/2021-Proxy-Statement-FINAL-FOR-WEBSITE.pdf
https://investors.carmax.com/governance/executive-management/default.aspx
https://investors.carmax.com/governance/board-of-directors/default.aspx
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Due to our increasing focus on corporate 
responsibility, in April 2021, we established a 
Corporate Social Responsibility (CSR) team led 
by a newly named Vice President, CSR. The CSR 
team includes, in part, the Community Relations, 
Diversity and Inclusion, Employer Brand, and Internal 
Communications teams and will work across the 
organization to help shape our future vision and 
strategy for CSR. It was formed, in part, to help 
harmonize and operationalize certain goals and 
strategies established by our ESG Leadership Team, 
which our Vice President, CSR now leads.

Enterprise Risk Management

Our approach to risk management is to consider 
risks as an integral, proactive part of our decision-
making processes and business strategies. Our risk 
governance framework is designed to:

 • Uncover, categorize, and evaluate risks across  
the enterprise 

 • Identify critical risks 

 • Allocate responsibilities for overseeing those risks 
to the Board and its committees

 • Evaluate the company’s risk  
management processes 

Our Board and its four committees have oversight 
responsibilities related to the monitoring, 
management, and mitigation of risks within their 
purview. Additionally, our management level Risk 
Committee meets periodically to identify and discuss 
the risks facing CarMax, confers with the Audit 
Committee annually to discuss risk procedures, and 
delivers biannual reports to the Board identifying the 
most significant risks facing CarMax.

Legal and Regulatory Compliance

Our Compliance and Ethics (C&E) program 
is led by our Chief Compliance Officer 
and reports directly to the Board’s Audit 
Committee. Additionally, we leverage over 
30 Compliance Administrators across 
the organization to support compliance 
initiatives, further embed compliance within 
our business, and help drive and sustain 
compliance companywide. 

We achieve competitive excellence through our 
commitment to lawful conduct and recognize that 
any violation of the law could compromise our 
culture of and reputation for integrity. Therefore, 
we expect our Board, management, associates, and 
business partners to operate in accordance with laws 
and regulations, and we monitor our efforts in  
several ways: 

 • Through our annual companywide C&E risk 
assessment, our Compliance Administrators 
work alongside our C&E team to critically 
evaluate strengths, successes, challenges, and 
opportunities with respect to compliance with 
the legal requirements applicable to the business. 
The results of the assessment ultimately drive 
our comprehensive compliance efforts over the 
course of the year.

 • Our Store Compliance Review program supports 
store-level compliance across the nation. We 
evaluate execution across our store base, as well 
as appropriately and collaboratively address, 
resolve, and monitor store-specific issues to help 
ensure ongoing store compliance.

 • Our Non-Store Compliance Review program 
evaluates compliance risk beyond the store-level 
and serves as “deep dives” into particular areas 
of regulatory risk. Similar to our Store Review 
program, we work collaboratively with business 
leaders to detect, address, and resolve identified 
issues and to ensure ongoing compliance.

 • Our Continuous Auditing, Monitoring, and 
Robotics (“CAM-R”) Program leverages data to 
enhance compliance risk coverage and increase 
efficiency. These practices allow for centralization, 
systematized detection, and, at times, notification 
of transactions with potential compliance risk. We 
leverage CAM-R capabilities to support various 
compliance initiatives, including our Store and 
Non-Store Review Programs.
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Ethics 
CarMax was founded on the fundamental principle of 
integrity, which continues to be reflected in the way 
we serve our customers, treat each other, and deliver 
our products. Our culture of integrity is a distinct 
competitive advantage and allows us to attract and 
maintain a high-performing workforce.

Fair and Responsible Business Practices

Our purpose is to drive integrity by being honest and 
transparent in every interaction. We expect each 
associate to make sound ethical decisions, and we 
hold ourselves collectively accountable to follow 
through on these expectations. 

We focus on listening to our customers and providing 
them with a simple, intuitive, and seamless car 
shopping and selling experience through several 
customer-friendly business practices, including: 

 • No-haggle prices 

 • An unmatched selection of cars

 • 24 hour, no-commitment test drives

 • A 30-day return policy and at least a  
90-day/4,000-mile limited warranty

 • A three-day payoff program allowing  
customers to replace initial financing with 
another provider at no cost

 • Free appraisal offers good for seven days that are 
not contingent on a retail purchase

 • Instant online appraisal offers  

What emerges from these efforts is a unique, 
personalized car-buying and selling experience, 
supported by a culture that empowers and inspires 
associates to strive for ethical excellence every day.

Code of Business Conduct

We are dedicated to protecting our culture of 
integrity, one of our most valuable corporate assets, 
by supporting the success of our compliance and 
ethics program. Our Code of Business Conduct is  
the cornerstone of our compliance and ethics 
program and applies to all CarMax associates and 
Board members.

Our Code of Business Conduct includes provisions 
related to: 

 • Honest and ethical conduct

 • Compliance with laws and regulations

 • Proper handling and protection of  
confidential information

 • Our commitment to diversity  
and equal opportunity

 • CarMax’s policy against discrimination  
and harassment

 • Our associate helpline and related website  
for anonymous associate questions, concerns,  
and reports of misconduct

 • Our zero-tolerance policy on retaliation

Upon hire and annually thereafter, each associate is 
required to successfully complete Code of Business 
Conduct training and certify compliance. We are 
pleased to consistently report a 99% completion rate. 
We provide additional compliance trainings  
and continuous learning opportunities throughout 
the year.

For more information on our Code of Business 
Conduct and related policies, please see the 
Governance Documents section of our website.

Benchmarking

We continue to dedicate significant resources to 
ensuring our compliance and ethics program is as 
impactful and meaningful as possible. We regularly 
evaluate our compliance and ethics program against 
relevant industry and peer benchmarks and have 
conducted formalized third-party reviews to ensure 
our program continually improves and meets 
stakeholder expectations.

https://investors.carmax.com/governance/governance-documents/default.aspx
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Data Security and  
Consumer Privacy 

As an auto retailer and financial institution, CarMax 
is required to collect a significant amount of 
sensitive information to protect our business, and 
our customers, from fraudulent activity. Ensuring 
responsible data security and consumer privacy 
practices are crucial to protecting that information 
and providing our associates and customers with an 
exceptional experience. Our comprehensive, risk-
based approach to safeguarding information reflects 
our promise to do the right thing and protect CarMax 
systems and the sensitive information of those who 
trust in us. As we continue to invest in omni-channel 
improvements and capabilities, CarMax is well 
positioned to use data and information appropriately 
to further our strategic initiatives.

Our Approach 

CarMax’s data security and consumer privacy efforts 
are led by our Chief Information Security Officer, who 
reports to our Chief Information & Technology Officer. 
Our Information Security Steering Committee, a 
cross-functional group of senior leaders as well as 
our Board of Directors and its Audit and Technology 
& Innovation Committees, oversee these efforts. Our 
mission is to maintain the confidentiality, integrity, 
appropriate collection, proper use, and availability 
of all data and personal information stored in 
our systems and networks. We work relentlessly 
to responsibly collect and protect sensitive data 
through a comprehensive program of procedural 
requirements and policies, staffed by well-trained and 
experienced cybersecurity and privacy professionals.

We believe data is a differentiator for CarMax. Our 
ability to responsibly utilize the data we collect 
helps us understand who our customers are, and 
how we can best reach them. Our data security and 
consumer privacy efforts are built upon a system of 
secure and well-maintained technology controls, 
including encryption technology, that ensures 
proper safeguarding of the personal information 
we house. Our systems ensure that each associate 
has access to the minimum amount of sensitive 
information required to carry out their specific duties, 
and that each employee is well-equipped to prevent 
unauthorized use or disclosure. 

To ensure compliance with this new legislation, 
CarMax convened a cross-functional team comprised 
of legal, technology, enterprise architecture, and 
user experience leaders to establish a compliance 
solution. Although the legislation is only applicable to 
California consumers, CarMax is pleased to offer these 
enhanced privacy rights to all customers, regardless 
of their location. Not only does this nationwide 
commitment to enhanced consumer privacy rights 
provide a strong foundation for additional anticipated 
regulations, but it also emphasizes our underlying 
mission to treat all customers with respect, no matter 
where they are.

Going Beyond  
Compliance with the California 
Consumer Privacy Act

On January 1, 2020, the California Consumer 

Privacy Act (CCPA) went into effect, which 

enhanced privacy protection for California 

consumers, providing them with various privacy 

rights that previously did not exist. This includes: 

 • Right to know what information a  

company collects and maintains

 • Right to delete personal information  

from a company’s system

 • Right to opt out of the sale of  

personal information 

Although the legislation is only applicable to 

California consumers, CarMax is pleased to offer 

these enhanced privacy rights to all customers, 

regardless of their location.
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Identifying Vulnerabilities and 
Addressing Our Risks 

We believe possible threats to our customers’ and 
associates’ data are threats to our business and our 
ability to create value for our stakeholders. As a result, 
proactively identifying and addressing data security 
vulnerabilities is a top priority. To effectively identify 
vulnerabilities and remediate risks that could impact 
our business operations and the integrity of the 
information we store, we utilize technologies and 
processes that align with leading industry standards 
for scanning and remediating our environment.  
In addition to our internal event monitoring 
capabilities, we utilize several third-party security 
services that collectively provide a real-time view of 
our security posture. 

In the event of a data or privacy breach, CarMax 
will provide appropriate notifications to customers, 
associates, and state and federal regulatory agencies 
to comply with notification requirements. We track 
privacy opportunities on a continual basis to ensure 
appropriate remediation efforts, as well as evaluate 
the effectiveness of our systems and procedures 
in real time. We will also provide credit protection 
services to affected customers, as appropriate.

Although the risks of cybersecurity breaches are 
dynamic, and potentially only growing as our 
reliance on digital operations increases, in the last 
three fiscal years, to our knowledge no information 
security breach has resulted in material expenses 
or the material compromise of 
our customers’ or employees’ 
sensitive information. Given the 
potential impact and dynamic 
nature of cybersecurity threats, our 
management team briefs either 
the full Board or a committee of 
the Board on a quarterly basis on 
topics related to technology and 
cybersecurity risk.

Focusing Our Efforts

Understanding our data security challenges and 
progress is critical to effectively addressing the 
risks in this constantly evolving space. We conduct 
continuous testing and measurement of our 
security posture both internally and with outside 
vendors, as well as exercises to test and continuously 
improve our incident response capabilities. Our 
security management framework is based on 
leading practices from industry standard guidelines, 
including the ISO 27001 Standard for Information 
Security Management and the National Institute 
of Standards and Technology (NIST) Cyber Security 
Framework. Additionally, we closely monitor data 
security trends to inform and augment our security 
practices. For example, we have observed an increase 
in phishing attacks across all industries in recent 
years, including finance and retail. In response, 
we added industry-leading technology to detect 
and block advanced email threats and attacks, 
adjusted our associate security awareness training 
to place greater emphasis on phishing education, 
and regularly communicate with associates the 
importance of protecting confidential information, 
including that of our customers and associates. 
We continue to monitor industry trends to drive 
more impactful investment, prioritization, and risk 
mitigation for our customers, associates,  
and business.
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Associate Education and Awareness

Our expectation that our associates will treat 
others with respect extends to the use, handling, 
classification, and protection of customer 
information. We recognize that the success of our 
safeguarding efforts highly depends on having 
trustworthy, well-trained associates with proper 
monitoring and alerting capabilities. 

We have several foundational policies that outline 
our associates’ responsibility to protect personal 
information and safeguard against inappropriate use 
and unauthorized disclosure, including: 

 • CarMax General Privacy Policy

 • Financial Privacy Policy

 • Safeguarding Customer Information Policy 

 • Acceptable Use Policy

 • Code of Business Conduct

Additionally, CarMax invests in annual cybersecurity 
awareness training for all associates, as well as 
specialized training and skills development for  
our dedicated cybersecurity professionals. Upon  
hire, every associate receives training on our 
Safeguarding Customer Information Policy to ensure 
our new hires are equipped to responsibly handle 
and protect the information we collect. Additionally, 
our annual Culture of Integrity training program 
regularly includes specialized topics on data security 
and consumer privacy.

We also utilize written communications, bulletins, 
posters, intranet articles, and other appropriate 
educational means to maintain associate awareness 
and have begun offering interactive, adaptive 
refresher courses to enhance our training program. 
In 2020, we provided several tailored resources and 
training opportunities to ensure those employees 
working remotely are meeting our high standards for 
security and privacy while working from home. This 
included guidance on at-home document printing 
and refreshers on proper handling of sensitive 
company, customer, or associate information.
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This report contains certain forward-looking statements based on our management’s 

current assumptions and expectations, including statements regarding our goals, 

commitments, programs, and other business plans, initiatives, and objectives. These 

statements are typically accompanied by words such as “anticipate,” “believe,” “could,” 

“estimate,” “expect,” “intend,” “may,” “outlook,” “plan,” “predict,” “should,” “will,” and other 

similar expressions, whether in the negative or affirmative. All such statements are intended 

to enjoy the protection of the safe harbor for forward-looking statements provided by the 

Private Securities Litigation Reform Act of 1995, as amended. Such statements are based 

upon management’s current knowledge and assumptions about future events and involve 

risks and uncertainties that could cause actual results to differ materially from anticipated 

results. Such risks, uncertainties, and factors include the assumptions, risks, uncertainties, 

and factors identified in this report and the risk factors discussed in Item 1A of our Annual 

Report on Form 10-K for the fiscal year ended February 28, 2021 filed with the U.S. Securities 

and Exchange Commission (SEC). You should consider the forward-looking statements 

in this report in conjunction with our Annual Report on Form 10-K and our subsequent 

Quarterly Reports on Form 10-Q and Current Reports on Form 8-K filed with the SEC. We 

undertake no obligation to update or revise any forward-looking statements after the date 

they are made, whether as a result of new information, future events, or otherwise.

Forward-Looking Statements
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