Elevating Customer Experience
Through Digital Transformation




Welcome




Our Purpose -

otive industry by being

NL in every interaction






About CarMax

Nation’s largest retailer of used cars

175+ stores in 39 states

55,000+ vehicles to choose from

23,000+ associates nationwide

Retail, Wholesale and Auto Finance

CARMax




4.0 million total wholesale vehicles
25.5 million total appraisals completed

Top 10 used car loan originator
FORTUNE 100 Best Companies to Work For® 13 years in a row




Chief Information Officer
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IT Mission at CarMax
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e TO advance Innovative technology =

™ . To create an unrivaled customer experience EMM
 To enable the WOW!




Why Transform?
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Key Challenges!
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Our Transformation Journey

rategy

customer




SDRIVE

WHAT'S POSSIBLE

Investing in customer facing and customer enabling
technologies to create new capabilities AND platforms for
Innovation, allowing us to enhance our customer and

associate experiences.



CarMax Differentiates |
the Customer Experience

Experience clear and simple car buying
and selling.

Omnichannel Retaller A

Mobile-first » In Store




Transformation Success Attributes

e Leadership alignment
e Talent
e Product mindset
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Leadership Alignment

--------

; Alignment all the way'to'the
top, including Board

* Fostering a culture of
Innovation
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CARMax



CARMax
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Talent




Product Mindset

Innovation
Approach




Product Mindset

Innovation
Approach

Dual Track Agile

DELIVERY
TRACK




Product Mindset

Innovation
Approach

Dual Track Agile DISCOVERY
TRACK

DELIVERY
TRACK




Innovation
Approach

Product Teams

Product Mindset

Product Product
Manager Designer

Core Team

Lead
Developer




Product Mindset

Innovation
Approach L

Product Product

Product Teams Manager Designer

Functional
Experts







Innovation
Approach

Fail Fast | Fail Cheap




Examples

L EN

Empowering associates
Appraisals

Empowering customers
Home Delivery
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) ‘ @& hitps://www.carmax.com/sell-my-car

Managed bookmarks * Bookmarks * Bookmark Manager ﬂ 2015 Fall Wellness Ch IW InformationWeek New  HMa The Strongest CIO Ne  &" Whiteboard Self Stick ﬂ Arlingtol

Your Slose

~ MIDLOTHIAN, VA % (B04) 897-5173 Q, SEARCH

CARMax

B FIND YOUR CAR SELL YOUR CAR FINANCING RESEARCH

Selling Your Car to CarMax
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WHAT YOU'LL DETERMINING
NEED YOUR OFFER

Schedule your free appraisal at CarMax Midlothian

At CarMax, we'll buy your car even if you don't buy ours. Get an offer in as little as 30 minutes and leave with payment in hand.

WHEN CAN YOU COME IN? DURING YOUR VISIT YOU CAN ALSO: (OPTIONAL)

Salect Date ‘J See car(s)

|_‘ Learn more about financing

YOUR STORE:

901 Murray Qlds Drive
Midlothian, VA 23114

YOUR CONTACT INFORMATION

First Name (B04) 897-5173

Last Name -
@ SECURE >

E-mall

Phone Number
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® c) Appraisals = Assess

2010 Nissan Pathfinder

Type or Scan the VIN

VIN Scan



symbol

® c) Appraisals = Assess

2010 Nissan Pathfinder

Type or Scan the VIN

VIN Scan

SMIARINN2ACE07694




symbol
@ o Appraisals = Assess
2010 Nissan Pathfinder

VIN Match

VIN Scan

5NIARINNZACE07694

Does the VIN match in two places?

Yes » No ¥




2010 Nissan Pathfinder

Venhicle History Reports

and G2

Invoice Guide



Photo Taking
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2013 Ford Flex SEL 1o sss/ 1rrwievosraacsic eummmm

jpsaph G rantseeg | Shals Speciallit

I Assessment s I History

Milenge B Vi

Blue 65,231

Purchased Wholesale

¢ June B, 2012
Automatic
September 12, 2008

Driver Side Door
Da

Edit Reparts

AutaCheck

ecident Data

NMVTIS

rear carpet. ADDs for htd seats, rear cam and
th. ARR: over AVG bk

Prior Use
Pricr Governmant LUse

Expired Appraisal

sed Retail

Inprogessity

Cuslarmer Location Contact

claKaseuba  Potomac Mills By
Viala Potomac Mills  Vince V

Laure! Sally Salas

I Auctian Announcements

I Alerts

There are no auction
announcements

plaasa leave
the test drive:

nca Vakiatos
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done with







Offer Re

2010 Ford F-150 Lariat nosss/ rwievosrssosie

Jas0pa: Custoner / 055 o e S —

= I Black Baok CarMax Sold History

Slpatcron AWD
$26,700
$25,000

£22,000
‘ ariey Davidsen

£21,000 358 '
318,600 Kiwg Ranch

s1000 520898

BE-Inch
$20998 VT Reptor

@ L Gl 5 5 o

ch Wi

4 GLVE 135 1 2

“ B Lariat L 16, L
Chrome Package d Boy
PwrHid Seat Pkg £400 2D Regular
Sunracl(s), Quiad Seats, Third Row

@ Lat i i ki 2apeg Seat, DVD Videa System 4DC

§900

Power Driver Seat
Erame

Power Moonnaof
Comments Edit

0 po 145, h ¥ ke odor
hes svarywhara, dd
500

i Py smokia odor.

4 60-clays Data + 2003




) ﬂ Home Deliveny | Caridax

i | @ https://www.carmax.com/car-buying-process/home-delivery

I2: Apps  [L| Managedbockmarks W Bookmarks | | CarMax || Finanee 8 Gof | | Securiy | | EsBM || RealEstate || OO Swceess and Research | | SalesForce

Yo Stoee

~ MIDLOTHIAN, VA % (804) 897-5173 Q, SEARCH

-
mmax FIND YOUR CAR SELL YOUR CAR FINANCING RESEARCH
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Home Delivery

Buy your next car from the comfort of home!*

Now you can do everything without ever visiting our lot.

FIND YOUR CAR FINANCING AT-HOME APPRAISAL TRY AND BUY
Find your car, then a If you'd like to finance your If you need 1o sel| your We'll deliver the car to you for
customer specialist will give  car, your customer specialist  current car, you can get an a no-obligation test drive. If
you a call to get started. will walk you through your offer without ever going to you like it, you can buy it on
financing options. the store! the spot!

LET'S CO >
LEARN MORE > LEARN MORE > LEARN MORE >




Home Delivery

CARMax



ivery

Home Del

2000 WATT CONTINUOUS!
ADDO WATT PERK

POWER INVERTER

CARMax




Take Away |







FORTUNE







