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A  M E S S A G E  F R O M  T H E  C E O

We are committed as an organization to ongoing Environmental, Social, and 
Governance (ESG) efforts as an investment in our highest priority: the well-
being of our Members, Associates and the communities we serve.  

With this framework for social and environmental responsibility, we empower 
our teams and build partnerships that strengthen the impact we make along 
the way.

There is something powerful about working together for the common good. 
It’s what makes our workplace and society better and stronger as we 
continue on the ESG journey.

Sincerely, 

Thomas C. Wiedemann
President and CEO
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We believe in doing 
what is right.

Environmental
Respecting our earth

Social
Strengthening our relationships

Governance
Conducting responsible oversight

E N V I R O N M E N TA L ,  S O C I A L ,  A N D  G O V E R N A N C E
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Respecting our earth
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E N V I R O N M E N T A L

It is our collective responsibility to conduct ourselves in a manner that is 
respectful to the environment and the world around us. That is why we 
continue to focus on ways to improve our environmental impact across our 
operations.

In 2021, we focused on the following areas:

• Reducing our energy usage

• Enacting environmentally friendly real estate practices

• Using resources in a smarter way

• Planting trees through the Arbor Day Foundation

• Disposing of e-waste in an environmentally responsible manner

• Improving and evolving our Fleet vehicle fuel efficiency

....and we continue to recycle every single battery we replace.  

We are proud of the ESG progress we have made over the last year, and 
will continue to strengthen our commitments in the years ahead.

Respecting Our Earth
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E N V I R O N M E N T A L

Promoting Our Environment
We are proactively addressing our environmental impact 
by evolving our practices that ensure our business grows 
sustainably.

In 2021, we took steps to transition our paper TourBooks 
to digital, forecasting an elimination of ~500,000 printed 
books in 2022. Through realized efficiencies, we 
decreased our usage of paper, ink, and postage by 
reducing our production and distribution of our AAA World 
publication.

In an effort to reduce energy consumption and CO2 
emissions, in 2021, we reduced our Retail and 
administration footprint by 58,000 square feet. This 
enabled us to:

Reduce energy consumption by 

~1,189,000 kWh 
Reduce CO2 emissions by 

~1,160,000 LBS

Metal

Pounds:

742,616

Tires:

153,973

Oil

Gallons:

233,014Anti-

Freeze

Gallons:

23,142

Oil 

Filters:

278,501

Batteries:

23,167

Trans 

Fluid

Gallons:

11,838

Recycled Materials

We also responsibly recycled materials at our 89 Car Care locations:
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E N V I R O N M E N T A L

Compressed Natural Gas
We remain committed to employing alternative fuels to control costs and protect the 
environment. Thanks to the hard work of our teams, we completed a time-fill 
Compressed Natural Gas (CNG) station at the Philadelphia Fleet Depot. 

The first of its kind for any AAA Club in the U.S., the new CNG station helps us take 
advantage of several programs that reduce operational costs and supports our continued 
investment in alternative fuels. 

Our use of Renewable Natural Gas (RNG) marks another first with this station. RNG is 
methane that has been captured from an emitting source, like a landfill, and put to 
productive use – in this case as a transportation fuel. Filling the company’s 23 CNG 
trucks located in Philadelphia with RNG offsets AAA’s carbon footprint by more than 300 
tons of CO2 per year over fossil natural gas.

Advancing Sustainability through Innovation
The planet needs significant and urgent science-based action to bring about a brighter 
and more secure future for all. We recognize that our actions make a difference and are 
committed to evolving and innovating our products and service solutions. In 2021, our 
Innovation Team worked on pilots exploring opportunities to enhance our alternative fuel 
profile and electrify our Fleet.

We are at the start of building a sustainable business model with plans to accelerate the 
positive impact on the planet and our strategy for sustainable growth.

Expanding Alternative Fuel Practices

VEHICLE FUEL EFFICIENCY

12
% of our Fleet vehicles 
are powered by an 
alternate fuel source.

RECYCLED

BATTERIES

248K
100% of 
batteries 
replaced at 
roadside or 
Club Owned 
Repair facilities 
are recycled.

41
ELECTRIC 

VEHICLE 

CHARGING 

PORTS

Total electric vehicle 
charging ports available at 
our Club Owned Repair 
facilities to promote the use 
of renewable energy and 
support clean air initiatives.
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S O C I A L
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S O C I A L

We are committed to building a safe, inclusive and innovative culture that 
enables our Associates to thrive in a workplace where they can be their best 
selves. Those values are reinforced across the organization through various 
practices and efforts, including:

• Talent acquisition

• Flex work schedules

• Expanded health and wellness partners

• Associate development opportunities 

• Associate engagement and recognition

• Diversity, equity, and inclusion

• Corporate Citizenship programs

Strengthening 

Our Relationships
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S O C I A L

Attracting Top Talent
We’re building a great team by investing in attracting, developing, and retaining the best talent across our industry and beyond. 
We’re also building a culture which allows our Associates to reach their full potential and thrive while creating a workplace where 
their views, opinions, and talents are valued and respected with ample opportunities to learn and grow.

Throughout 2021, we leveraged data and qualitative insights to build a competitive advantage in a changing job market.

Increase candidate pipeline
• Expand inclusive hiring by partnering with National Urban League; Hiring our Heroes 
• Advertising on niche job boards 
• Formal referral program targeting Members and Associates 
• Broadening social media presence

Recruit effectively
• Video interview technology
• Self-scheduled interview appointments
• Education opportunities for Recruiters
• Day in the Life videos

Employee Value Proposition
• Launched EVP to attract, engage, and retain top talent 
• Refreshed branded images and content on career pages and job boards
• Built social media content to share and reach broader audiences
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S O C I A L

Why this is important to us
Our diverse team is the backbone of our organization and critical to making amazing things happen for our Members and our 
communities.

We implemented a Return to Workplace Plan creating a work environment that supported quality service delivery to our Members, 
as well as meeting the needs of our Associates.

• Implemented Flex Work and Dress for Your Day

• Created a culture of trust and accountability

• Established robust protocols to ensure safety of Associates and Members

We also expanded our Associate benefit offerings
• Introduced a family care benefit for child, adult, and elder care

• Offered tutoring support 

• Provided a College Coach service; expert guidance for the college search and financing

• Extended Concierge service to navigate healthcare

• Added two holidays and expanded paid-time-off flexibility 

Focusing On Our Associates

In Office:

50%

In Office

Associates:

59%

Hybrid

Associates:

18%

Remote

Associates:

23%
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S O C I A L

The health, safety, and wellbeing of our Associates is a top priority. We are dedicated to ensuring that our Associates remain 
connected and have access to the resources they need, when they need them. That’s why we established partnerships to provide our
Associates top-in-class wellness offerings.

Caring For Our Associates

Personal

Health 

Profile

Wellness

Coaching

Recipes

and Meal

Plans

Personal 

Challenges

Health

Trackers

Wellbeing

Resources

Health

Blog

Wellness

Workshops

Mental 

Health 

Support

Fitness 

Discounts
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S O C I A L

Developing Our Workforce
Learning and Development
We transitioned a majority of our training programs to a virtual 
environment, making them accessible when most convenient to 
them. In 2021,our Associates completed 180,600 learning 
programs.

Growing Associates
We continued to expand the depth and breadth of our 
talent management practices.

• Engaged all manager-level Associates in the 
Development Planning process 

• Expanded Talent Review conversations to include all 
manager-level Associates

To assist with succession planning, developing our 
internal talent pipeline, and Associate retention, we 
launched two new programs.

• Leadership Development Day provides a unique 
growth opportunity for up-and-coming leaders to have 
one-on-one exposure to Executives; attendees also 
completed the CliftonStrengths assessment which 
provided tools and insights on how to build and manage 
others based on their unique strengths

• Executive Education, offered virtual leadership 
programs presented by premier University business 
schools, to nominated senior leadership

Participating Classroom Students YTD: 4,224 

Participating Webinar Students YTD: 24,063 

eLearning Courses/Video Completed: 152,547 

1:1 Learning Support Sessions: 3,990 

We engaged our senior leadership to create and launch our 
comprehensive competency framework which serves as a 
development guide for our Associates, aligned across all 
aspects of our talent management practices.

Continuing Education
In addition to internal learning opportunities, we continue to offer 
tuition reimbursement to both full and part-time Associates, as a 
way to expand and enhance their careers.
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S O C I A L

Engaging Our Associates
Our Associates serve in many different roles. While a typical day at work may look 
different across our business, our purpose unites us to ensure that we deliver value to 
our Members. Delivering on our purpose requires that we inspire our Associates every 
day. We are committed to being their employer of choice and measure our progress 
based on our Associates connection to our company and culture.  

• 2021 marked our second, bi-annual Culture Survey, enabling us to benchmark and 
track our progress around engagement

• All Associates were encouraged to participate and provide feedback across six 
distinct categories with questions relating to our culture and business strategies

• Customized reports were shared with each Leader translating their team results, 
highlighting strengths and opportunities resulting in actionable strategies to drive 
engagement

While our Culture Survey provides an excellent source of truth and direction, we are 
constantly listening and learning from our Associates across our channels, including 
Town Halls, CEO Forums, and Leadership Forums. 

ENGAGED ASSOCIATES

68
% of Associates 
responded to our 
2021 Culture Survey.

SCORED 

ABOVE 

BENCHMARK

4 pt
Average increase 
across all six 
survey categories

15 POINT

INCREASE

With a 15 point YoY 
increase in Employee Net 
Promoter Score, nearly half 
of our Associates are 
promoters.
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S O C I A L

We are an organization comprised of different races, ethnicities, genders, backgrounds, religions, and beliefs and together, we are 
united by our purpose and values. We continue to build a culture of belonging, one where we all bring our best selves to work.

Fostering Diversity, Equity, & Inclusion (DEI)

Diversity Council
Forming our Diversity Council marked the next step on our DEI 
journey to provide internal oversight, accountability, and to 
ensure that we apply a DEI lens to our policies and procedures.

Council members participated in the Intercultural Development 
Inventory© assessment to understand both individual and team 
progression along a continuum of cross-cultural competence.  

Education
We expanded our DEI education series to include:
• Workplace Diversity. Required for all new hires to help recognize 

the collective strengths and experiences, skills, perspectives, and 
cultures that each Associate brings to their role.

• Activating Allyship. Open to all Associates; designed to further 
foster a work environment of fairness and sensitivity.

Organization Assessment
We partnered with the National Diversity Council to complete a 
DEI organizational assessment; the results enabled us to gain a 
greater sense of our current state and to identify key strategic 
areas required for longer term DEI sustainability.

Listening Support Circles (LSC)
Responding to a rise in hate crimes against people of Asian 
descent, we hosted LSCs for Associates who identified as Asian 
and/or Pacific Islander. LSCs were designed to create and 
maintain an authentic connection through a safe space to share 
truths and to listen to others with solidarity and a sense of 
community.

11PT YOY
MY ORGANIZATION HAS A CULTURE 
THAT IS INCLUSIVE OF OTHERS

DEI is an integrated practice that extends across our ecosystem. We are all responsible for driving 
and shaping our DEI efforts and are proud to see that our efforts are making a difference. Our 
2021 Culture Survey saw all dimensions of DEI show significantly improved scores.
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S O C I A L

When it comes to the relationships we foster, build, and maintain with our Members, 
the key ingredient is always trust. It is important that our Members trust they are with 
an organization that not only goes above and beyond in business, but also in giving 
back to the communities in which our Members and Associates live and work.

Corporate Citizenship introduced its strategy and mission, identifying 3 key areas of 
focus – hunger, volunteerism, and environmental efforts.
• We launched several community-focused campaigns, including Earth Day 

(partnership with the Arbor Day Foundation), AAA Day of Citizenship: Stepping 
Up for Hunger (partnership with Feeding America) and Fall Giving (partnership 
with United Way)

• Leveraged the Citizenship Ambassador Network (CAN), a team of 42 Associates 
of all levels representing all business lines and regions, to best harness our 
workforce

• Supported regional efforts such as Make-A-Wish, the Ronald McDonald House of 
Delaware, and Ride Cincinnati

Our Associates volunteered a total of 2,650 hours giving back to our communities, 
a 62% increase year over year.

Supporting Our Communities

51M STEPS DURING STEPPING 
UP FOR HUNGER 4K

“CARDS FOR SENIORS” SENT TO 
SENIORS WHO WERE ISOLATED DUE TO 
COVID-19

329K
Meals provided 
to local food 
banks through 
Feeding 
America
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S O C I A L

As the most trusted advocate for the safety of our Members and all road users, we continued our legacy advocating for better roads and 
safe travel, addressing such issues as impaired and distracted driving, as well as pedestrian safety. Protecting our Emergency Roadside 
Service workers and other first responders was a key priority in addition to highlighting the longstanding AAA School Safety patrol.

Advocating A Culture Of  Safety

Slow Down/Move Over: It’s the Law
In conjunction with National “Move Over” Day, we released a 
public service announcement (PSA) featuring one of our fleet 
drivers and other first responders with a plea for motorists to give 
them room to do their jobs safely at the roadside. 
The PSA was released to the media along with our new poll that 
showed 90 percent of first responders have experienced near 
misses or felt their life threatened because drivers don’t slow 
down and move over.

AAA School Safety Patrol Centennial
The AAA School Safety Patrol program has been a cornerstone of 
our organization. In 2021, we celebrated the program’s centennial 
anniversary by sharing stories of multi-generational Safety Patrol 
families.  
There are 2,783 schools and 78,873 patrollers who participate in the 
AAA School Safety Patrol program in our Club territory, serving as 
leaders in their school communities.

Ensuring the safety of our Associates and Members is a core tenant of our culture. 
Through the challenges presented by COVID-19, we supported our teams by 
regularly sharing information about health and safety, response plans and policy 
changes through multiple channels, including a dedicated COVID-19 intranet 
page. Our commitment to maintaining a safe workplace resulted in a marked 
increase in 2021 Culture Survey Safety questions. 

9PT YOY LEADERSHIP MAKES SAFETY A 
PRIORITY FOR MY TEAM

15PT YOY I AM PROVIDED THE RESOURCES 
TO DO MY JOB SAFELY
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G O V E R N A N C E

Cyber Security 

and 

Data Management

Privacy

Standards of
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G O V E R N A N C E

Conducting Responsible Oversight
We are committed to responsible and transparent oversight, ensuring appropriate 
governance through Board diversity, external assurance, audits, cybersecurity, data 
protection, and privacy.

Building Board Diversity
We are committed to ensuring that board members represent a broad range of 
viewpoints and have diverse backgrounds, including diversity in experience, age, 
gender, and race. 

Executing External Assurance & Audit
We are protecting the integrity of the organization through comprehensive 
third-party and internal audits, including financial and PCI Compliance, as well as  
frequent review of Information Technology general controls.
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G O V E R N A N C E

We are continuously focused on ensuring our Members’ information and our 
critical systems remain secure. We use robust technical, organizational, 
procedural, and physical security best practices as part of our Cybersecurity 
Program.

Our Information Security Steering Committee (ISSC) reviews the state of our 
evolving ACA Cybersecurity Program and provides corresponding guidance. 
Additionally, we have developed a Cybersecurity Incident Response Plan (CIRP) 
that provides a procedure, approach, and team structure to investigating and 
addressing suspected or actual Cybersecurity incidents.

Ensuring Cybersecurity, 

Data Protection & Privacy

Cybersecurity
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G O V E R N A N C E

Monitoring Standards of  Conduct
Implemented polices that support our Associates by providing a framework for 
creating and maintaining an ethical culture to include an annual mandatory 
Standards of Conduct affirmation. 

Providing Compliance Education
We required specific, annual corporate compliance training programs for both 
tenured and new-hire Associates that include:

• PCI-DSS compliance • Cybersecurity

• Data Privacy • Information Security

Enhancing Record Retention
We implemented revised and updated record retention policies and practices.   
New retention periods were established that mitigated legal risk and ensured 
retention of vital documents. 

99.7%
OF ASSOCIATES COMPLETED CORPORATE 

COMPLIANCE EDUCATION
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W H AT ’ S  N E X T

United Nation Sustainable Development Goals (SDGs)
We will begin to adopt the UN SDGs for data focus.

Materiality 
We will conduct a Member and Associate materiality survey to determine the areas of sustainability that are of utmost 
importance.

Supplier Diversity
We will engage with our suppliers to establish a benchmark for future sustainability and inclusivity efforts. 

Launch BRGs
We will launch Business Resource Groups to foster a diverse and inclusive workplace environment.

Compliance and Peace of Mind
We will continue to incorporate compliance requirements into business planning and operations and provide assistance 
to our business partners on building controls to address compliance risks.

Privacy & Data Security
We will continue to monitor privacy laws to guarantee compliance and update our privacy policies to ensure transparency
with our Members.

We will continue to review and update our Board governance policies and processes to align with evolving governance 
best practices and the business needs of the organization.


