
Elevating Customer Experience 
Through Digital Transformation



Welcome



To drive integrity in the automotive industry by being

honest & transparent in every interaction

Our Purpose



CarMax Differentiates 
the Customer Experience 



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



6.5 million total retail used vehicles 

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

CarMax Successes



• Idea
• Instigation
• Innovation
• Integration
• Improvement

Chief Information Officer

A used car Salesman!

Honest and Proud One!!!



• To advance innovative technology
• To create an unrivaled customer experience
• To enable the WOW!

IT Mission at CarMax



• Every company is digital 
• If we don’t disrupt, someone else will
• Customer expectations are rapidly changing

Why Transform?



• Inertia
• Talent
• Technology

Key Challenges!



• Business strategy is the technology strategy
• Both focused on elevating the ultimate customer 

experience

Our Transformation Journey 



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 

Mobile-first In Store
Mobile-first In Store

Omnichannel Retailer



• Leadership alignment
• Talent
• Product mindset

Transformation Success Attributes



Leadership Alignment

• Alignment all the way to the 
top, including Board

• Fostering a culture of 
innovation

• Digital safari



• Attract, retain, develop

Talent



• Shock the system

Talent



• Attract, Retain, Develop

• Shock the System

• Agile Methodologies

• Foster Collaboration

• Physical Colocation 

• Open Houses
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• Attract, Retain, Develop

• Shock the System

• Agile Methodologies

• Foster Collaboration

• Physical Colocation 

• Open Houses



Talent

• Shift in Technology Philosophy - Rent, buy, build



Innovation 
Approach
Agile

Product Mindset



Innovation 
Approach
Dual Track Agile

DELIVERY
TRACK

Product Mindset



Innovation 
Approach
Dual Track Agile DISCOVERY

TRACK

DELIVERY
TRACK

Product Mindset



Innovation 
Approach
Product Teams

Product Mindset



Innovation 
Approach
Product Teams

Product Mindset



Talent

• Attract, Retain, Develop

• Shock the System

• Agile Methodologies

• Foster Collaboration

• Physical Colocation 

• Open Houses

Product Mindset



Fail Fast | Fail Cheap

Innovation 
Approach



Examples

Empowering associates 
Appraisals

Empowering customers 
Home Delivery





VIN Scan



VIN Scan



VIN Scan



Vehicle History Reports 
and  Black B  o    
Invoice Guide



Photo Taking











Home Delivery



Home Delivery



• Disrupt yourself before you need to
• Company initiative, not just IT
• Develop the right talent
• Shock the system
• This is the new norm

Take Away



CARMAXDIGITAL.COM



Inertia




