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ABOUT THIS REPORT
This is Monro’s inaugural Corporate Responsibility Report, which highlights actions the Company is taking every day to care for its Teammates and 
customers, make a positive impact on the communities where it operates, and act as a good steward of the environment. The report is an important 
step in our commitment to increase transparency around the oversight and management of the Company’s highest priority Environmental, Social 
and Governance (ESG) factors and how they are incorporated in our strategic and operational objectives. This inaugural report maps to certain 
Sustainability Accounting Standards Board (SASB) factors for the Multiline & Specialty Retailers and Auto Parts industries. We also considered the 
Task Force on Climate-related Financial Disclosure (TCFD) and will continue to evaluate the relevance for Monro in the coming months. The report is 
expected to be updated and published annually. All data is as of end of fiscal year ended March 27, 2021 except when noted.

Unless otherwise indicated, the data presented in the report is unaudited and should not be relied upon when making investment decisions.
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agenda at each Committee and Board meeting is now dedicated to the 
discussion of ESG matters, during which the Committee and Board receive 
updates from members of senior management regarding the Company’s 
priorities and progress against its ESG initiatives.

At the executive level, the Senior Leadership Team increased its oversight 
of the Company’s priority ESG factors. The Company’s Executive Vice 
President - Chief Legal Officer leads management’s efforts to increase the 
Company’s focus and transparency in this area in collaboration with other 
members of the Senior Leadership Team. 

The Board is proud of the accomplishments made to date with increased 
transparency but recognizes there is more to do. I invite you to read 
more about our ESG initiatives, and I look forward to updating you on the 
Company’s progress in future reports. 

In conclusion, I would like to thank our Senior Leadership Team, all of our 
Teammates and the Company’s Board of Directors for their support during 
these challenging times, and for their support during my time as interim 
CEO. 

Dear Monro Stakeholders,

I am pleased to introduce Monro’s inaugural Corporate Responsibility 
(CR) Report and to update on the Company’s progress on advancing our 
Environmental, Social and Governance (ESG) initiatives. As the Company’s 
Board of Directors, we have long-recognized the importance of doing 
business responsibly in accordance with our core values, which are 
embodied in our                                  strategy. 

Despite the considerable and complex challenges of the past year, the 
Board and senior management team continued to develop and execute 
on                                  initiatives, which as interim CEO I had the privilege 
of leading from August 2020 to April 2021. The Board and I now welcome 
Michael Broderick, who is uniquely qualified to lead Monro through the 
next phase of our transformation as we continue to build a strong, scalable 
platform for future sustainable growth. We look forward to supporting 
Mike’s and the Senior Leadership Team’s commitment to further Monro’s 
ESG efforts, including providing greater transparency around these issues 
to our shareholders and other stakeholders. 

In August 2020, the Board welcomed the addition of another new member: 
Leah C. Johnson. Leah’s background strengthens our Board and reinforces 
our commitment to driving a diverse organization, as we leverage her 
wealth of experience in assisting other companies and organizations with 
diversity and inclusion initiatives. 

During the past year the Board strengthened its corporate responsibility 
oversight by delegating primary oversight of ESG matters to our re-named 
Nominating and Corporate Responsibility Committee, which includes 
reviewing and advising on CR strategy and reporting. A portion of the 

Sincerely,

MONRO.                  FORWARDFORWARD

MONRO.                  FORWARDFORWARD
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LETTER FROM ROBERT MELLOR, BOARD CHAIRMAN

          

                 Robert E. Mellor

                 Chairman 

Monro, Inc.



I believe that as a responsible Company we must act with utmost 
care and respect for Teammates, customers, communities and the 
environment. Throughout Monro, our Teammates are making ambitious 
strides every day to put this into practice through a number of initiatives 
which you will read about in this report. Our Senior Leadership Team and 
Board are committed to furthering the integration of our priority ESG 
considerations into our decisions and strategy. 

While we are striving to make progress in several areas, our near-term 
priorities in this area include: 

• Fostering diversity, equity and inclusion. Diversity is one of 
our core values, and we believe that a workplace in which diverse 
backgrounds, experiences and ways of thinking are embraced 
and valued increases productivity and promotes awareness of our 
customers’ and communities’ unique needs. The events of 2020 and 
this year hit close to home in Rochester, N.Y. and are a stark reminder 
that more needs to be done to address racism and social justice 
issues, including continued work from us here at Monro. Through our 
Teammate Resource Group and our training and recruiting initiatives, 
among others, we are committed to taking action to promote 
diversity, equity, and inclusion at all levels of the Company and hold 
ourselves accountable by measuring results.   

responsible way. This is an exciting time to join Monro, which has grown 
into a leading U.S. automotive service and tire Company with coast-
to-coast presence and a solid foundation in place to create long-term, 
sustainable value for Monro’s shareholders and other stakeholders.

 

Dear Monro Stakeholders,

As I begin my tenure as Monro’s CEO, I look forward to leading the 
Company in building upon the good work done to date by our Teammates, 
Senior Leadership Team and Board of Directors to advance the                                  
MONRO.                  FORWARDFORWARD
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LETTER FROM MICHAEL BRODERICK, CEO 

strategy, unlock its full potential, and to do so in a

Given the historic challenges we are facing as 
a society and as we progress with our Monro.
Forward strategy, it is now more important than 
ever for us to further the integration of our priority 
Environmental, Social and Governance (ESG) 
considerations into our decision-making and long-
term planning. We see this as a responsibility 
toward our stakeholders while also helping us 
reduce business risks, create opportunities and 
increase our resilience.  

“

“

Monro, Inc.
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• Enhancing Teammate engagement. Our Teammates are the 
driving force behind the growth and success of our Company. We 
are committed to providing a safe, healthy, inclusive, and supportive 
work environment where Teammates embrace our core value of 
collaboration, feel empowered and are motivated to have enriching 
and successful careers. Included in our                                   strategy 
is a commitment to offer Teammates a clearly-defined career path 
and ongoing learning and professional development opportunities 
through our online training platform, Monro University      . These 
efforts are also reflected positively in our turnover rates, which are 
now the lowest in more than five years, a number we will aim to 
continue reducing.   

• Being a good neighbor. Whether it is the communities where we 
work or live, our communities matter to Monro. We will be increasing 
our volunteer work and investments in social programs that align with 
our mission and vision, including providing access to basic needs for 
individuals and families. Included in this commitment is for us to find 
better ways to measure the direct impact of our efforts.   

Throughout our Company, we are making 
ambitious strides every day to advance our 
near-term ESG priorities to foster diversity, equity 
and inclusion, enhance Teammate engagement, 
and be a good neighbor in the communities 
where we work and live.  

“

“

We look forward to expanding upon these and other priority ESG 
initiatives in the coming year and beyond and to sharing our progress 
with you in a transparent way. In the coming months, we will continue 
to evaluate the inclusion of additional aspects of the SASB framework 
and the relevance of incorporating the recommendations of the TCFD in 
future reports. Furthermore, we will continue to listen to and incorporate 
feedback from our shareholders and other stakeholders to ensure the 
Company’s initiatives, priorities and reporting are aligned with the issues 
that are important to them and to Monro. 

I view our ESG journey with confidence and enthusiasm and am excited 
to continue working with the Board and Senior Leadership Team on our 
vision for moving                                   responsibly.

Sincerely, 

          

                 Michael T. Broderick

                 President and CEO 

MONRO.                  FORWARDFORWARD

Monro, Inc.
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MONRO AT A GLANCE

The Monro, Inc. brand portfolio features quality 
brands, including:

Headquartered in Rochester, NY, Monro, Inc. is a leading auto repair and tire sales and service provider. As of this report’s 
publication, we operate over 1,290 Company-operated retail stores, 96 franchised locations, seven wholesale locations and 
three retread facilities. The Company operates in 32 states, serving the Mid-Atlantic and New England regions and portions 
of the Great Lakes, Midwest, Southeast, and Western United States. Our primary retail store locations are in high-visibility 
suburban areas and small towns, as well as major metropolitan areas. Company-operated stores serviced approximately 6.1 
million vehicles in fiscal 2021. 

We provide tire sales and services as well as a broad range of routine maintenance services, including state inspections, 
primarily on passenger cars, light trucks and vans. We also provide other products and services for brakes, mufflers and 
exhaust systems, steering, and more. Monro specializes in the repair and replacement of parts which must be periodically 
substituted as they wear out. 

We have experienced significant growth in recent years through acquisitions and, to a lesser extent, the opening of newly 
constructed stores. During our nearly 65-year history, Monro has transformed from an exhaust-focus to a larger offering of 
auto repair, and tire sales and service, adapting our business to stay relevant. Now, as we again face industry change, we are 
preparing our workforce to service the next generation of vehicles which will be focused on electric and battery components. 

1,290+ 
stores

32 
states

10+
brands
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We cherish the truth, 
initiative and winning.

OUR VISION, VALUES AND STRATEGY

At Monro, our core values serve as the foundation of our decision-making, with health, safety, environmental and social responsibility considerations 
playing an important role in our strategic planning. We are committed to responsible business practices and continuous improvement of our operations 
and our relationships with our employees, investors, customers, vendors, suppliers and the communities we serve in order to build long-term sustainable 
value.

Our Vision

Our Values

Monro’s vision is to be America’s leading auto and tire service centers, trusted by consumers as 
the best place in their neighborhoods for quality automotive service and tires. 

LEADERSHIP
Having a vision and 

the courage to shape 
a better future.

INTEGRITY
We are open, honest 
and trustworthy in all 

our actions.

DIVERSITY
We represent the 
communities and 
guests we serve.

COLLABORATION
Teamwork brings  

out our best.

OWNERSHIP
A culture that instills 
accountability and 

empowerment.

URGENCY

QUALITY
What we do, we do 

well.

SHAREHOLDER VALUE
A balanced horizon 
and steward of our 
people and capital.
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Throughout the report, you will find how our 
core VALUES are embedded into our strategy, 
activities and culture.



Monro has developed a long-term strategy to build a scalable platform capable of driving sustainable future growth and SHAREHOLDER VALUE:                                                                                                                                           
                              . This strategy centers around four key pillars and is in-line and integrated with our approach to Corporate Responsibility:

Our Monro.Forward Strategy

MONRO.                  FORWARDFORWARD

ENHANCE 
CUSTOMER-CENTRIC 

ENGAGEMENT

ACCELERATE 
PRODUCTIVITY AND 
TEAM ENGAGEMENT
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IMPROVE GUEST 
EXPERIENCE

• Online reputation 
management

• Consistent in-store 
experience

• Consistent store 
appearance

OPTIMIZE PRODUCT AND 
SERVICE OFFERING

• Redefined selling 
approach

• Optimized tire 
assortment

ENHANCE CUSTOMER-  
CENTRIC ENGAGEMENT

• Customer retention

• Customer acquisition

• Omnichannel

ACCELERATE PRODUCTIVITY 
AND TEAM ENGAGEMENT

• Optimized store staffing 
model

• Clearly defined career path 
and enhanced training 
program

• Aligned compensation

SCALABLE PLATFORM

We believe that these four key pillars, supported by investments in technology and data analytics, will 
create a scalable platform for sustainable growth over time

TO DRIVE SUSTAINABLE GROWTH

Monro, Inc.



CORPORATE RESPONSIBILITY OVERSIGHT
Monro’s Corporate Responsibility (CR) efforts are an important lens through which we identify Environmental, Social and Governance (ESG) risks 
and opportunities that could meaningfully impact our business over the long-term. As part of our commitment to transparency and accountability, 
formalizing our CR strategy and objectives is a top priority for senior management and the Board.

In fiscal 2021, Monro increased its executive oversight of the Company’s priority ESG factors. The Company’s Executive Vice President - Chief Legal Officer 
leads management’s efforts to increase our focus and transparency in this area, with input from, and collaboration with, other members of the Senior 
Leadership Team. 

At the Board level, the Nominating and Corporate Responsibility Committee has primary oversight responsibility for our corporate responsibility and 
governance efforts, including reviewing and advising on strategy and reporting. The Board receives an update from members of executive management 
at each regularly-scheduled meeting regarding our priorities and progress against our CR strategy.

After a thorough review of our business strategy and practices, we have placed our CR priorities, which include ESG topics, into the categories of: 
Teammates, Customers, Communities and Environment. This report outlines our efforts in each. We are committed to increasing our transparency over 
time and welcome feedback from stakeholders.

Executive 
Management-level

Board level

Executive Vice President 
- Chief Legal Officer

Senior Leadership Team

Monro Teammates

Nominating and Corporate 
Responsibility Committee
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Board of 
Directors

Monro, Inc.



CODE OF ETHICS

Our Code requires all working in some capacity with Monro, including 
Teammates, Board members and suppliers, to follow the highest standards 
for honest and ethical conduct, including proper and ethical procedures for 
dealing with actual or apparent conflicts of interest. It also prohibits bribery 
and does not tolerate discrimination based on age, disability, ethnic origin, 
family status, race, religion, gender, sexual orientation, social origin or 
other personal characteristics. Monro senior management and the Board 
of Directors are trained on and re-certify their commitment to the Code 
each year. In fiscal 2022, we will be rolling out a newly-updated, unified 
“Code of Conduct”, applicable to all Teammates and Board members.

Monro operates an independent, 24/7 hotline for reports of potential 
violations of or concerns with, the Code. Reports or grievances may 
be made anonymously and if identified, it is Monro’s policy to prohibit 
retaliation against any Teammate, Board member or supplier who in good 
faith reports possible Code violations. The Audit Committee of the Board 
as well as Monro’s Senior Compliance Officer review all matters reported 
through the hotline.

Anonymous Whistleblower Hotline 1-866-494-3161, PIN 4150

Building and maintaining a reputation of trust and INTEGRITY in Monro’s operations and throughout the organization is vital to the Company’s success 
and the achievement of our vision. Our Code of Ethics is therefore built on the foundation of our values and vision to be the leading auto and tire service 
centers, trusted by consumers as the best place in their neighborhoods for QUALITY automotive service and tires.
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to bring their vehicles in and conduct business with us.

As our more than 1,290 stores have remained open to provide essential 
services since the beginning of the pandemic, we also continue to 
leverage our diversified supply chain without significant disruption. We 
have received positive feedback from our customers regarding the safety 
measures we have implemented in our stores, including key drop and 
contactless services and disinfection of steering wheels and door handles 
during check-in and check-out. 

Importantly, our rigorous measures and strong Teammate engagement 
have allowed us to safely serve our customers, drive operational 
excellence, and execute our                                    initiatives despite the 
circumstances. 

Although extremely challenging, it ultimately made our Company stronger 
in a number of respects, namely through technology advancements, 
preparedness for potential future disasters and new possibilities and 
opportunities regarding remote work. 

In February 2020, living up to our core value of URGENCY, we convened 
our senior leaders as part of our business continuity planning team to 
assess the potential impact of COVID-19 on our operations, Teammates 
and customers. We were deemed an essential service provider by the 
Department of Homeland Security in every community in which we 
operated, allowing us to continue to service the vehicles of first responders 
- including ambulances and police cruisers, and those of individuals who 
needed to travel during quarantine to attend medical appointments and 
work at other essential jobs. 

Our fast action planning, together with a committed and driven 
“Coronavirus Response Team,” (the Response Team) made it possible to 
develop and rollout a robust plan within weeks and that has also proven 
effective throughout the course of the pandemic. It was imperative that 
we put measures in place to keep both our Teammates and customers 
safe. Within days, despite its challenges, office-based Teammates were 
able to work remotely while continuing to support our field operations 
without interruption. We established a direct line of communication for 
all Teammates to the Response Team, WeCare@Monro.com, providing 
support and sometimes words of encouragement to specific Teammate 
questions and concerns. Since March 2020, the Response Team has 
monitored these emails 7-days a week.

I am a traveling nurse... got a flat tire [during 
the pandemic]... they always keep time      
available to help people in immediate need.

COVID-19
Protecting our people while keeping first             
responders and essential workers safe on the road

““
- Tina, West Lebanon, NH - 

MONRO.                  FORWARDFORWARD

encouraged our customers 
to join our Teammates in 
keeping our communities 
safe. We have and continue 
to communicate frequently to 
all Teammates and customers, 
reassuring them that it is 
absolutely a safe environment

Additionally, from the very onset we took stringent measures, including 
those recommended by the United States Centers for Disease Control 
and Prevention (CDC), that are still in place today around wellness checks, 
cleaning, sanitizing and wearing face masks, as well as social distancing 
within our stores. We

FY 2021 Corporate Responsibility Report  11Monro, Inc.



Putting 
Teammates 

at the 
center 

TEAMMATES
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OUR APPROACH
One of the key pillars of our                                                  strategy is a 
commitment to accelerate Teammate engagement and productivity. 
We are committed to providing a safe, healthy, inclusive and supportive 
work environment where Teammates embrace our core value of 
COLLABORATION, feel empowered and are motivated to have enriching 
and successful careers. 

To effectively identify elevated safety risk areas, we have increased our 
focus on data gathering, tracking and analysis. With greater insight into 
real-time data, we can prioritize focus on areas that present the biggest 
potential hazards to our Teammates and identify process improvements.

An important component of our risk analysis is conducting formal and 
thorough investigations into safety-related incidents. When an incident 
occurs, a detailed investigation document is completed by the Store 
Manager and District Manager. Together with the VP of Risk and Safety 
and the Risk Management Team, an analysis is conducted to determine a 
root cause. Proactive plans and next steps are then put in place to improve 
safety-related patterns that emerge.    

MONRO.                  FORWARDFORWARD

PRIORITIZING SAFETY

Risk analysis 

Increased training and proactive focus reduced 
Workers’ Compensation claims by 32%, on average

Monro’s training and certification programs are key to our strong safety 
culture. Training increases awareness and helps to reduce and eliminate 
workplace accidents and injuries. Monro’s safety manuals are available at 
every workstation within our stores and distribution centers and serve as 
the basis for our safety training and protocols. 

Our online Monro University      platform in 2020 has allowed us to 
conduct more robust and structured trainings based on a Teammate’s 
job position. For example, when the handling of power equipment was 
identified as an elevated risk within our distribution centers, we introduced 
certification programs for Monro Teammates exposed to this activity. We 
regularly perform internal audits to ensure 100% completion. 

Another area where we are now conducting more robust and structured 
training is in the use of jack stands, a high-risk activity that can lead to 
fatalities. Yearly re-certifications in stores that use jacks have helped us 
reduce the number of accidents in this area. 

Finally, strains and shoulder/back and neck injuries are another focus area 
for Monro. We are currently developing a training program on ergonomic 
awareness to help Teammates learn about body mechanics, detect signs of 
muscle fatigue and avoid injuries.

Accountability is key to creating a safer workplace. To help us in this effort, 
as part of our larger technology upgrades, we have developed monthly 
safety scorecards for Monro leadership, bringing analysis, OWNERSHIP and 
accountability to all levels within the organization. Zone Managers, District 
Managers and Risk and Safety Managers are responsible for analyzing the 
scorecards, finding trends in need of improvement, and working together 
to decrease incidents. We also have implemented an enhanced process for 
the proactive identification of near miss situations.

Training and certification

Accountability
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We are committed to being an industry leader in safety. To that end, recent 
improvements have included formally adding safety to the role of a Senior 
Leadership Team member, the VP of Risk and Safety Management, and 
enhanced communication between the store support center and stores.



We have diverse Teammates in key leadership roles 
within Legal, Risk & Safety, and Technology 

We are taking action to increase the focus on our diversity efforts and are 
committed to making continuous progress. In 2020 we created a Team 
Resource Group (TRG) – a Teammate-led coalition to educate and provide 
resources and training to help Monro build and maintain an inclusive 
culture where all Teammates feel they belong, can contribute and are able 
to reach their full potential. Open for any employee to join, our TRG builds 
community, empowers our Teammates and amplifies our diversity core value. 
A Diversity, Equity & Inclusion (DE&I) expert consultant and the TRG have also 
been working with the Senior Leadership Team to assist in the formulation of 
an official DE&I strategy which will include goals and a long-term plan.  

Through Monro University       we provide Unconscious Bias Diversity and 
Inclusion Awareness courses and in the Fall of 2020, the Senior Leadership 
Team participated in the United Way 21-Day Racial Equity Challenge. 

FOSTERING DIVERSITY, EQUITY AND INCLUSION
DIVERSITY is one of our core values, and we believe that a workplace in which diverse backgrounds, experiences and ways of thinking are embraced and 
valued increases productivity and promotes awareness of our customers’ and communities’ unique needs. Our Code of Ethics lays out a zero-tolerance 
policy for discrimination or harassment behavior. 

We have also added diverse resources to our recruitment team to help 
launch new hiring initiatives aimed at reaching diverse groups and are 
also expanding the recruitment platforms we use to broaden our pool of 
candidates.

After the events of last year that hit close to home in Rochester, N.Y. and 
other parts of the United States, we took a step back to assess our internal 
knowledge and awareness of social-justice issues. In addition to creating the 
TRG, we also view training as a tool to help to foster inclusion. 
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https://www.unitedwaydm.org/equity-challenge


3,400+
courses                         

through Monro                      
University

NURTURING TALENT RETENTION
Our business is a people business and as such our Teammates are the driving force behind the growth and success of our Company. We understand 
that Teammates will benefit from a clear path to advancement and from investments in their continuous learning to allow them to chart their own course 
towards advancement. To that end, included in our                                    strategy is our commitment to offering a compelling work environment that 
provides clearly defined career paths and ongoing learning and professional development opportunities. 

59,845
training                             
hours in                      
FY 2021

We also foster development through annual reviews of Teammates, at which time they can 
discuss with their manager goals to align their own development with our business objectives. 

Our Teammates are compensated in a fair manner which increases along with productivity. 
Our store compensation plan also streamlines bonus programs, creating consistency and 
increasing human capital productivity across our stores and districts.

In fiscal 2022, we will conduct a Teammate engagement and satisfaction survey, and use those results to inform further strategy and goal-setting. 

In addition to providing ongoing learning and development opportunities, ensuring our Teammates feel supported is also important to talent retention. 
Besides standard employee benefits, we offer a confidential Employee Assistance Program with 24/7 support, financial counselling, estate planning, online 
resources for parents whose children struggle with developmental disabilities, as well as other services aimed at increasing our Teammates’ well-being. 

During fiscal 2020 our online training platform, Monro University      , was initially focused on the technical and operational excellence training that 
technicians needed to effectively serve our customers today and prepare them to handle future requirements. We have since expanded the platform to 
more than 3,400 courses across a wide variety of topics accessible to Teammates in our stores, distribution centers and store support center. 

New technician development has been an area of particular focus for Monro to increase productivity and retention and to help technicians overcome 
barriers of joining the industry. One way we do this is by offering a tool purchase program through which trainee technicians can acquire their own set of 
tools. We also provide opportunies for Automotive Service Excellence (“ASE”) certification in 8 different categories as technicians advance in their careers. 

Store and operations managers also have courses available through Monro University       that are supplemented with live and online vendor training 
courses. Management training covers topics including safety, customer service, human resources, LEADERSHIP and scheduling, and is delivered on 
a regular basis. We believe that involving operations management in the development and delivery of these sessions results in more relevant and 
actionable training for store managers, helping improve staff retention as well as overall performance.

Our continuous efforts are reflected in our turnover rates, which are the lowest since 2015

MONRO.                  FORWARDFORWARD
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Providing 
ongoing 

value to our 
customers

CUSTOMERS
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OUR APPROACH
Customers are a central focus for Monro and providing them with an 
experience they can trust throughout their journey with us is key to our 
success. Our commitment and responsibility is also evidenced by our 

Monro has taken several steps in recent years to enhance the customer 
experience. In the Fall of 2017, we initiated a business review after 
identifying a need for improvement in this area. The outcome of that 
review began a journey of transformation where we developed operational 
excellence standards to establish standardized and consistent processes 
around our interactions with customers across locations to create a high 
standard for what they can expect when visiting our stores.

We are guided by our vision to be America’s leading 
auto and tire service centers, trusted by consumers 
as the best place in their neighborhoods for quality 
automotive service and tires 

ENHANCING CUSTOMER 
EXPERIENCE

To carry out our vision, we aim to exceed customer 
expectations, provide consistent value and build a 
committed, knowledgeable organization of friendly 
and professional Teammates

Our focus has been on:

Quality of service: Ensuring in-store 
operating procedures and policies are 
fair and transparent, that the selling 
approach and pricing are consistent, 
and that product offerings fit 
customers’ needs. We also have a new 
robust customer feedback program 
that drives improvements.

Store appearance: Reimaging stores 
through clear branding standards to 
create a more consistent and refreshed 
appearance across our locations.

                                 strategy which reflects our ongoing initiatives to 
improve customer experience and engagement to deliver a five-star 
experience. We strive to create long-term relationships, an approach that is 
mutually beneficial to our customers and to Monro. 

MONRO.                  FORWARDFORWARD
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Technology: Investments in store network infrastructure upgrades, 
the implementation of a cloud-based vehicle inspection tool, as well 
as a new digital phone system have improved efficiency and quality 
of service. Our new strategic pricing tool allows us to ensure we are 
giving the best prices and value to our customers on a real-time basis. 
Looking ahead, we are developing a web-based appointment system 
to further improve customers’ experiences.

We have been implementing these improvements through:

Standardization: The Monro Playbook 
provides Teammates a guide to the 
selling process and operating procedures 
and clearly defines their roles and 
responsibilities. Training all Teammates 
on The Playbook has led to an increase in 
service quality consistency across stores. 
We also conduct quality control audits to 
ensure accurate pricing and that proper 
sales etiquette is being followed.

360+ 
stores rebranded and 
reimaged since 2019

Our stores follow the Motor Assurance Program 
(MAP) for repairs which outlines a process and 
standards for inspection and communication to 
customers, including for our courtesy inspections  

4.6/5 

average Google Star 
customer rating across 

locations

As of March 27, 2021 

To hold ourselves accountable we have 
implemented a robust feedback program to ensure 
that our services meet the needs of our customers 
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Our efforts have resulted in outperformance of    
rebranded stores  

Monro, Inc.



OPTIMIZING PRODUCTS AND SERVICES
Products Services

We aim for our customers’ positive experiences at Monro to continue long 
after they leave the store, which is why we engage with trusted, top tier 
suppliers to provide high quality products and parts. We offer warranties 
on a substantial number of the products and services we provide to help 
build the trust of our customers.

Monro closely monitors trends and developments in the transportation 
sector and we are aware of the potential shifts in customers’ preferences 
towards green products and services. As the market moves into 
electrification, especially in certain markets such as California, we are 
developing training programs to help enable us to service electric vehicles 
with a special focus on battery safety. We currently do not track the 
percentage of our sales from these products or from customers that come 
to our stores with these types of vehicles but expect this service to increase 
over time. 

We strive to offer a fair and transparent service and selling approach. One 
way we have improved the service and sales process was by providing 
customers with tiered product options from which to choose according to 
what best suits their needs. 

We also have invested and continue to invest in a Customer Relationship 
Management (CRM) system, which helps us make sure that we are 
appropriately taking care of customers’ needs for their vehicles. This 
system allows us to make customized repair recommendations based on 
the OEM guidelines of customers’ vehicles in order to keep them and their 
families safe on the road. 

To track our progress, we have made investments in new technologies 
such as an online customer review system which helps us capture real-time 
customer feedback.

As proven in the past when we transitioned our business from mufflers 
to a broader service and product offering, our resilient business model is 
prepared to anticipate and adapt to new developments and changes in 
consumer needs.

Our products meet or exceed Original Equipment 
Manufacturing (OEM) specifications to ensure top 
quality for our customers
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Acting with INTEGRITY, a core value at Monro, includes assigning a high 
priority to the safeguarding of our customers’ information. In the last 24 
months we have made investments in technology infrastructure such as 
computer systems upgrades that have enabled us to strengthen our data 
protection processes. 

As part of this commitment to safeguarding our customer information, we 
partnered with a third party cybersecurity services firm who assessed our 
data security processes based on the National Institute of Standards and 
Technology (NIST). The firm worked with management to identify security 
feature priorities, a number of which have been deployed in all locations, 
such as multi-factor authentication, upgraded and compliant firewalls and 
switch networking solutions. In addition, we are completing a project to 
deploy an enhanced credit card payment system. 

Moving forward we continue to align our policies and procedures with the 
NIST. Furthermore, we have made the decision that our privacy policies 
and consumer protection procedures will follow the California Consumer 
Privacy Act (CCPA) requirements, the strictest state standards, across all our 
stores irrespective of location. In addition, we use an external provider to 

regularly test our systems for potential vulnerabilities and leverage threat 
detection software to continually monitor our systems in real time. 

Along with robust preventive measures, we have a thorough incident 
response plan and mechanisms in place to allow for a nimble response 
should any type of incident occur. This plan goes through scenario testing 
periodically. 

Teammates are required to receive annual data security training based on 
the most up-to-date standards and we have recently increased the depth 
and scope of our training, including extending to new hires. 

Beyond our own people, we also ensure accountability for our technology 
supply chain and vendors, which as one proactive measure, only receive 
the minimum amount of data needed to carry out their work. Each 
technology supplier receives a questionnaire to allow us to assess their 
security posture, and we also conduct a very specific cybersecurity review 
of our contracts including provisions to ensure we are aligned regarding 
cybersecurity responsibilities and obligations. 

A Senior Leadership Team member leads the Information Technology 
efforts, including an experienced team of professionals that are responsible 
for data security. Through Monro’s Audit Committee, the Board actively 
oversees this area and receives periodic reports from management.
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SAFEGUARDING CUSTOMER INFORMATION

99% 
of Teammates* 

trained on 
information security 

awareness
*Teammates regularly using a computer 

4,900+ 
upgraded network 

firewalls & switches 
and secure wireless 

access points
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Being a 
good 

neighbor

COMMUNITIES
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OUR APPROACH
To be a good neighbor in the communities in which we operate is a cornerstone of Monro’s culture. We are committed to conducting business 
responsibly, while also helping foster positive economic impact in our communities, as our prosperity is inherently linked to theirs. Since our founding 
nearly 65 years ago, giving back has been one of the most important ways that we can help the communities we serve grow and prosper. We do this 
through partnership programs and donations to non-profit organizations, Teammate volunteering initiatives, customer engagement, as well as through 
our store rebranding and reimaging which contributes to community revitalization. 

Our focus for community stewardship efforts is on supporting and enabling community independence through helping to meet basic needs. While we 
have a strong history of giving and Teammate volunteering, in fiscal year 2022 we are looking to take a more structured approach such as through a 
cross-functional working group that will be responsible for establishing a more formal giving and volunteering strategy to help guide our long-term, 
localized outreach efforts and goals. By end of fiscal year 2022 we will disclose more detail including impact metrics by which we will measure progress.  

We aim for our contributions to have a direct impact on areas of greatest need in our 
communities. One overarching way we contribute is through our support of United Way 
which improves lives by mobilizing people and resources to achieve the common good, 
helping children succeed in school, assisting parents find jobs and helping more people 
access quality, affordable health care. In fiscal 2021, in a joint effort with our Teammates, 
we donated $157,000 to this non-profit organization.

Monro’s multi-year partnership with United Way has made a 
direct impact in the local community, especially with regard 
to food security  

MAKING A POSITIVE IMPACT IN OUR COMMUNITIES

““
- Jaime Saunders, President & CEO at United Way of Greater Rochester - 

FY 2021 Corporate Responsibility Report  22Monro, Inc.

 United Way President of Greater Rochester receives donation from Monro



In addition to our United Way giving, we identified food security as one critical need within our communities 
that inhibits independence. Therefore we initiated a dedicated campaign in 2019 to address this important need. 
We began partnering with Foodlink, a local foodbank in Rochester, New York, that helps to fight hunger by 
supporting families that rely on school breakfast and lunch programs, during the holiday season. Teammates 
from the stores and store support center were involved in this initiative, participating in food gathering and in a 
box decoration contest to help families feel supported and truly cherished. This team effort led to the doubling 
of our giving goal and receiving great feedback from both community members and our Teammates.

Due to the positive response we received from the local foodbank initiative, we decided to broaden the scale 
in 2020 partnering with Feeding America to carry out a nationwide food drive. Food security was an even more 
crucial need during the COVID-19 pandemic, so we decided to challenge ourselves by setting a goal of raising 
$150,000 that would equate to 1.5 million meals served during our Drive-to-Give campaign. Thanks to the 
outstanding support of our customers and Teammates, we not only reached our goal, but we were able to raise 
more than $160,000 to help provide food to the individuals and families most in need during a difficult time.

Longer term, as we continue to build our community program, we believe that access to reliable transportation 
can be a hurdle along the path to financial independence and so are exploring ways that we can utilize our 
Teammates’ expertise to increase our contributions in this area.
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Over 1.6 million 
meals served



At Monro, we also find value in helping others through our Teammates 
contributing their time, talent, and effort. Directly participating in activities 
that help strengthen the economic well-being of our communities also 
fosters engagement and relationship-building which are key to creating 
long-lasting trust while also building Teammate engagement. 

Teammates are encouraged to find ways to donate time to their 
communities. Areas where Teammates are involved include food pantries, 
veteran support and advocacy, and activities for youth, among others. 

Within the critical theme of reliable transportation, and given the 
knowledge that our workforce has in this area, we are working to find ways 
that our Teammates can put their talent and time at the service of those 
who most need it. We are working to have this commitment within our 
community strategy plan next year. 

Transportation is the second largest household 
expenditure in the United States 

INVOLVING TEAMMATES

           Investing in store appearance, a component of our                                      strategy, is not only a way to improve customer                                                                                                                                         
           experience but also contributes to the vitality of our communities in uplifting community spaces.

MONRO.FORWARD                   

     This [Drive to Give] program is very near and dear to my heart, due to back in 2000 if it wasn’t for a 
program like this my family wouldn’t have had a Christmas dinner or even toys under the tree for the 
kids, so ever since then I have always been grateful and have supported programs like this. I have started 
donating $10.00 in every store that I am in for that day…       - Monro District Manager -

“

“
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Source: U.S. Department of Transportation - Bureau of Transportation Statistics (data as of 2019)

Feeling the need to give back to veterans for their service, Jaime 
started a group to help veterans secure reliable transportation. By 
covering the cost of car parts and donating skills and time to repair 
disabled veterans’ vehicles, Jaime feels “fortunate to give back my skill 
trade and time to the community” and is “thankful that my supervisor is 
very supportive”.

JAIME G. - Monro Auto Service Store Manager in Bryan, Ohio

Brad utilized his military experience and leadership skills to create an 
electronic platform that allows local veterans to discuss challenges and 
find quality assistance and support. Additionally, he plans to increase 
inclusiveness by creating a group to offer guidance to homeless 
veterans on re-entering the workforce. On his work with local veterans, 
he says ”as a veteran, I felt the need to challenge the status quo of 
veterans’ care while giving back to my community”.

BRAD J. - Monro District Manager in Indiana

https://data.bts.gov/stories/s/ida7-k95k


Reducing 
our

 footprint

ENVIRONMENT
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OUR APPROACH
Being good stewards of the environment is important for Monro, which 
is why in the normal course of our business we monitor and manage the 
risks and opportunities of our environmental impact. We incorporate 
sustainable practices across our operations, including tracking and 
reducing our energy consumption and recycling efforts that go above and 
beyond basic regulatory requirements. In addition, as the transportation 
sector continues to move towards cleaner, more efficient fuels and engines, 
we are prepared to service these new vehicles. 

REDUCING OUR ENERGY 
FOOTPRINT

90% of our energy use comes from our stores, followed by our distribution 
centers, and store support center. As part of executing on our                                                                                                                                              
                                   strategy, over the last 24 months, Monro has been 
undertaking a rebrand and reimage of current and acquired stores. While 
we lease approximately 75% of our land and/or building locations, we 
work with our landlords to make necessary upgrades. 

Along with improvements to store safety and appearance, we have made 
energy efficiency improvements including upgrading to LED lighting inside 
our stores, installing more energy efficient signage, as well as installing 
signage and lighting timers. These changes are supplemented by the 
continued reinforcement of our energy efficiency strategy with field leaders 
through Monro University       . 

Another important recent initiative has been our centralization of 
climate control systems to track energy usage and costs more accurately. 
Collecting more and higher quality energy usage data will help enable us 
to implement further energy saving plans for the long-term and efficiently 
control our environmental impact by having a complete understanding 
of variable factors. This has also allowed us to make timely, seasonable 
adjustments to our climate controls in stores. We have been working with 
a third party to perform analysis on a store-by-store basis to evaluate 
priority improvements. 

Monro’s store refreshment plan has incorporated 
environmental impacts into our business 
operations through energy saving initiatives, while 
also focusing on our return on investment for 
these upgrades

MONRO.                  FORWARDFORWARD
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Finally, our store support center underwent a large remodeling ending 
in 2020, which included switching to more efficient LED lighting with 
motion sensors. In addition, we installed low flow toilets, energy efficient 
water heaters and auto shutoff and/or low flow faucets. We are currently 
evaluating options for the potential addition of solar panels to our 
building. 

Within our store service bays, we have reduced energy consumption and 
improved operational efficiencies and longevity with regular preventive 
maintenance programs such as: 

                             Cleaning air dryer & air compressor filters and intakes                                                                                                                                          
                             regularly

                             Monitoring and actively repairing air & water leaks 

We have also made technology enhancements that improve our customer 
and Teammate experience as well as our environmental impact:

 Installing “Shockwave” lift technology reduces energy                                                                                                                                           
 consumption while increasing operating speed

 Upgrading pneumatic overhead lubrication systems                                                                                                                                          
 that require air and electric inputs with simpler,                                                                                                                                         
 space-efficient and cost-effective gravity fed systems
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We have fitted approximately 60% of our stores 
with energy efficient lighting

We have reduced CO2 emissions by 16% from 
our stores’ new printer fleet and 100% of new       
computers are EPEAT* gold labelled

When evaluating the potential impacts that climate change may have 
on our business, we see the most risk being in the possibility of new 
regulation increasing energy costs. We are monitoring this closely and 
taking proactive steps such as managing our supply contracts to help 
mitigate potential future risks.

At our distribution centers, we are taking steps to reduce our impact 
through improved energy savings such as by replacing lights and installing 
efficiency units, especially in geographies that experience cold weather. *Electronic Product Environmental Assessment Tool: www.epeat.net  

Monro, Inc.



RECYCLING RESPONSIBLY
Monro understands that by-products of items serviced in our stores could have a negative impact on the environment if not properly managed. While 
we follow regulatory requirements for recycling, we also take additional steps to choose recycling vendors that have similar goals and commitments as 
Monro on responsible recycling processing. 

Items recycled by licensed third party contractors include antifreeze, used tires, automotive oils, other solvents and oil filters (even in states where it 
is not required). Some used automotive parts are returned to the manufacturer and are re-built into new parts. We also recycle cardboard and plastic 
containers at store sites for which collection is available. 

Because we do not sell products directly to consumers, efficient packaging is instead relevant at the distribution center-level as we deliver products to 
our stores. We take steps to efficiently package items, which in turn reduces the number of deliveries to our stores. Additionally, after delivery, pallets are 
returned to our warehouse where they are re-used or recycled.

  

2.5 million gallons of oil 

3.3 million tires 

73,000 batteries

316 tons of cardboard

Recycled in FY 2021:

of used oil and anti-
freeze is collected and 

recycled

             As new, more environmentally-friendly vehicle technologies and fuels are developed, we make sure our technicians are highly                                                                                                                                           
             trained to be able to continue delivering excellent service. Please refer to our                      section for further information.
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100%
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Moving
forward 

responsibly

APPENDIX
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Topic Accounting Metric Code Monro Response CR Report pg #

Data security
Description of approach 
to identifying and 
addressing data security 
risks

CG-MR-230a.1

We partnered with a third party firm who assessed our data security pro-
cesses based on the National Institute of Standards and Technology (NIST). 
As part of this assessment the firm worked with management to identify 
potential risks and security feature priorities, a number of which have been 
deployed in all locations. Along with robust preventive measures, we have 
a thorough incident response plan and mechanisms in place to allow for a 
nimble response should any type of incident occur. This plan goes through 
scenario testing periodically.

Workforce 
Diversity & 
Inclusion

Percentage of gender 
and racial/ethnic group 
representation for (1) 
management and (2) all 
other employees

CG-MR-330a.1

We are taking action to increase the focus on our diversity efforts and are 
committed to making continuous progress. In 2020 we created a Team 
Resource Group (TRG) to educate and provide resources and training to 
help Monro build and maintain an inclusive culture where every Teammate 
feels they belong, can contribute and are able to reach their full potential.
March 2021:  Percentage of field management that are women: 6%                                                                                                                                               
                     Percentage of ethnic diversity within field management: 22%

Product 
Sourcing, 
Packaging & 
Marketing

Discussion of strategies 
to reduce the 
environmental impact 
of packaging

CG-MR-410a.1

Because we do not sell products directly to consumers, efficient packaging 
is instead relevant at the distribution-center level as we deliver products to 
our stores. We take steps to efficiently package items, and after delivery, 
pallets are returned to our distribution center where they are re-used or 
recycled.

Materials 
Efficiency

Percentage of products 
sold that are recyclable TR-AP-440b.1

Monro understands that by-products of items serviced in our stores could 
have a negative impact on the environment if not properly managed. 
While we follow regulatory requirements for recycling, we also take 
additional steps to choose recycling vendors that have similar goals and 
commitments as Monro on responsible recycling processing. 
Items recycled by licensed third party contractors include antifreeze, 
used tires, automotive oils, other solvents and oil filters (even in states 
where it is not required). Some used automotive parts are returned to the 
manufacturer and are re-built into new parts. We also recycle cardboard 
and plastic containers at store sites for which collection is available. 

SASB TABLE
Below is relevant information from our report mapped to metrics within both the Multiline & Specialty Retailers and Auto Parts Sustainability Accounting 
Standards Board (SASB) metrics. We continue to evaluate additional metrics for disclosure in future years.
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FORWARD-LOOKING 
STATEMENTS

Monro, Inc.

200 Holleder Parkway

Rochester, NY 14615

+1 (800) 876-6676

https://corporate.monro.com/corporateresponsibility 

NASDAQ: MNRO

Engage with us on social media:
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Certain statements in this report, other than statements of historical 
fact, and including statements regarding the Company’s Environmental, 
Social and Governance initiatives, objectives, programs, and business 
plans, are forward-looking statements within the meaning of the Private 
Securities Litigation Reform Act of 1995. Monro has identified some of 
these forward-looking statements with words such as “aims”, “goal”, 
“committed to”, “anticipates,” “believes,” “expects,” “estimates,” “is likely,” 
“predicts,” “projects,” “forecasts,” “may,” “will,” “should,” and “intends” and 
the negative of these words or other comparable terminology. These 
forward-looking statements are based on Monro’s current expectations, 
estimates, projections and assumptions as of the date such statements 
are made, and are subject to risks, challenges and uncertainties that may 
cause results to differ materially from those expressed or implied in the 
forward-looking statements, to include the significant uncertainty relating 
to the duration and scope of the COVID-19 pandemic and its impact on 
our customers, executive officers and employees. Additional information 
regarding these risks and uncertainties are described in the Company’s 
filings with the Securities and Exchange Commission, including in the “Risk 
Factors” and “Management’s Discussion and Analysis of Financial Condition 
and Results of Operations” sections of our most recently filed periodic 
reports on Forms 10-K and Form 10-Q, which are available on Monro’s 
website at https://corporate.monro.com/investors/financial-information/. 
Monro assumes no obligation to update or revise these forward-looking 
statements for any reason, even if new information becomes available in 
the future.

Monro, Inc.
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