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The 12 months to June 2014 was exceptional for the 
AA on a number of levels. 

During the year, our Membership grew by more than 
46,000 on the back of a record 122,300 new joins. 
Personal Membership reached a new high of nearly 
925,000. Combined with vehicle-based Membership, 
the AA reached a total of 1.427 million Members.

This signifies belief in the AA’s ability to deliver on its 
purpose which is to guide New Zealanders through 
life’s journeys. More importantly the strength of our 
Membership base supports the belief in our vision – 
that AA Membership is truly indispensable.

Part of that is ensuring we continue to add to the 
value of Membership. We do this in two ways: Firstly 
by continuing to hold the cost of Membership, which 
has not increased in subscription price for 20 years; 
and, wherever possible, to lower the effective price 
of Membership through tenure discounts and loyalty 
benefits.  

But, to be truly indispensable, the AA must meet the 
ever-changing needs of motorists and be relevant to 
their motoring lives. 

The ability to both hold subscriptions and add new 
service benefits owes much to the growing commercial 
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success of key motoring services and assistance 
provided by the AA. The rewards of that success 
enable us to continually add value to Membership, 
which is akin to providing dividends to shareholders. 

A case in point is the expanded initiative increasing 
the availability of free driving lessons to AA Members 
and their families. A $2.4 million investment over the 
coming 12 months is an investment not only in the 
future of safe drivers, but potential future Members 
of this organisation. 

The new drivers of today are the future Members of 
the AA and many of those who have become part of 
the programme – now called AA Ignition – have already 
joined our club.

The AA has a philosophy of accessibility, which 
means we demonstrate the benefits of Membership 
through a range of individual touch points. The sum 
of all of these is why people should join and makes  
AA Membership is truly indispensable.

Our decision to become a key driver licensing agent 
now provides a major touch point, along with the  
AA Smartfuel fuel savings programme. 

In AA Smartfuel we have 460,000 non-AA Member 

cardholders who regularly participate in the 
programme and reduce the cost of their fuel purchases. 
After three years of operation, AA Smartfuel provides 
us with a significant opportunity to demonstrate the 
benefits of Membership and this year’s record growth 
definitely owes much to our expanded role across the 
entire motoring community.

During the 2013/14 financial year, we continued 
our focus on improving accessibility to services for 
Members with the launch of a new smartphone 
app to more easily call Roadservice, changes to 
our approach to tourism – particularly on the 
domestic front – and streamlining our Motoring 
Services division with the continuing rollout of 
our Auto Centre network. The introduction of free  
AA Safety Checks for Members as a response to 
changes to the Warrant of Fitness regime to annual 
inspections from six monthly checks, was also well 
received.

To be truly indispensable to Members, the AA’s 
offerings and services need to be relevant, not just to 
our current Members, but also the Members of the 
future.
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Roadservice
The AA remains the premier provider of roadside 
assistance for New Zealand motorists. 

Our focus on consistently delivering a quality roadside 
assistance service to Members and meeting peak 
demand resulted in our Member Service Monitor key 
measures reaching an all-time high.

Our key service improvement achievements involved 
the successful implementation of technology-based 
‘customer access channels of choice’ including the 
AA Roadservice smartphone app and call centre self-
service speech recognition.  

In addition, areas of job dispatch and workflow 
processes were automated and enabled us to 
improve our ability to inform Members of any 
delays to attending their breakdown.  We continue 
to adopt more flexible contracting arrangements in  
our higher breakdown volume areas by increasing  
resources to meet demand and improve service.

 

 
 
Our Service Officers, AA Battery Service team and  
contractors attended more than 472,000 jobs over  
the year: 

• 40% for flat batteries, 

• 15% for mechanical and electrical faults, 

• 14% for towing services, 

• 10% for lockouts, 

• 8% for tyre changes and 

• 6% for fuel.  

Roadservice attended 88% of our Member calls 
within 60 minutes and were able to mobilise 91% of 
those breakdowns.

Driver education
The national rollout of the one free driving lesson 
programme started in October 2013 following 
a successful three month pilot in Tauranga and 
Hamilton. 

The one free driving lesson programme, designed for 
AA Members and children of AA Members who had 
held their learner licence for two months or less, was 
introduced as part of the AA’s commitment to improve 
driving skills and behaviour on the road, along with 
helping to build positive attitudes behind the wheel.  

The success of the programme prompted further  

 
 
development, offering three free driving lessons and 
expanding eligibility to students linked to Membership 
from parents, aunts, uncles and grandparents. This 
programme was named AA Ignition. 

We also developed innovative content on the AA 
website – Learn to drive the AA way.  It offers New 
Zealand drivers and their parents or supervisors all 
the information and support they need to guide them 
on their journey to become safe, confident and fully 
licensed drivers.

Membership
AA Membership growth continued at a record pace 
with Membership growing 46,283 – taking total 
Membership to 1,426,895.  A record 112,276 new 
Members joined during the year pushing Personal 
Membership to a new high of 924,908. Vehicle-based 
Membership grew by 23,781 to stand at 501,987, 
passing the half million mark.   

This record growth is a product of a successful strategy 
to broaden the range of Membership benefits.  

Since the successful introduction of AA Smartfuel 
fuel discounts in 2011, we have added new Member 
benefits including free eye examinations at Specsavers 
once every two years, free driving lessons for novice 
drivers, discounted movie tickets at Event Cinemas 
and free vehicle safety checks.

In the year to 30 June 2014, New Zealand motorists 
earned $65 million in AA Smartfuel discounts, and 
more than 200,000 Members have taken advantage 
of the Specsavers offer since its introduction in 2012.

Our longstanding ‘MyAA’ Membership pricing 
scheme, which gives Members increasing 
subscription discounts in conjunction with their 
Membership tenure, continues to be well-received.    
 

 
 
Membership retention remains very high, with many 
Members now receiving significantly more value 
in Member discounts and benefits than the cost of 
subscription.

Pleasingly, we have again been able to hold our 
Membership subscription fees, offsetting the rising 
costs in the provision of some benefits with the 
commercial returns from our associated businesses. 

During the year we refreshed the AA brand and 
introduced the new round AA badge and brand 
architecture of our key cornerstone businesses.  The 
new brand is designed to reflect the contemporary 
and diverse organisation which the AA has become 
and to enable us to more effectively market the wide 
ranges of services on offer.  We also introduced a new 
club mark to recognise the 111 year history of the 
Association, a heritage of which we should be very 
proud.  

The new brand is progressively being rolled out across 
AA vehicles and buildings as and when they become 
due for replacement or signage replacement. 

AA Smartfuel
AA Smartfuel continues to grow from strength to 
strength. 

In the 2½ years since the programme launched, we 
have issued more than $120 million in fuel discounts 
to participants.  

In the past 12 months $65 million dollars of fuel 
discounts were issued. AA Members continue  

 
 
to enjoy greater savings from AA Smartfuel with 
the programme delivering more than six times the 
value in benefits to Members than the previous  
AA Rewards programme.

Our goal is to deliver further value by growing our 
base of participating retailers to enable Members to 
earn greater fuel discounts.
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has continued to keep sites busy. 

Driver licensing experienced the largest volume of 
transactions in 10 years, processing 19% more driver 
licences than the year prior.  This significant increase 
can be attributed to more young people working 
towards a driver licence including a boost in overseas 
students.  

Since the introduction of the photo licences in May 
1999, the AA has processed more than 17 million driver 
licensing transactions.

Competitive interest rates combined with excellent 
customer service can be attributed to the strong growth 
in the number of AA car loans, up 27% on the previous 
year.  The AA also continued to expand its role in the 
identity verification market and physical verification 
services.

AA Motoring Services
Motoring Services invested significant time in 
preparing for the changes to the Warrant of Fitness 
regime that came into play on 1 January 2014.  

Forward planning involved rationalising resources, 
including the closure of two Auckland sites (Onehunga 
and Panmure) and the expansion of the Mt Roskill site.  

To assist Members in ensuring their vehicles are as 
safe as possible between annual Warrant of Fitness 
checks, a free AA Safety Check was introduced.  Non-
members can also access the service for a small 
charge. 

Three new AA Auto Centres were opened during the 
year – in Hornby, central Christchurch and Levin – 
providing Members and motorists in these areas with 
a one-stop shop for their motoring needs.  

Strong growth in used car arrivals and new car sales 

the rationalisation of some of our shareholding in 
service activities including the sale of our interest in 
Bookabach and our mapping subsidiary GeoSmart.

That strong result means the Association can invest in 
the future with confidence without the requirement 
to consider the need of a subscription increase. It 
also provides us with the luxury of reviewing how we 
can further build on AA Ignition where the ultimate 
objective is to make free driving lessons available to 
all new learner drivers.

AA traveller
AA Traveller remains active in supporting the domestic 
tourism industry with two major campaigns launched 
to inspire people to see more of New Zealand.  

The Good Old Kiwi Holiday campaign was a reminder 
of New Zealand’s many destinations and iconic 
holiday spots.  On the internet, a microsite featured 
information on 17 regions and a competition offering 
the chance to win a $5000 holiday to encourage to 
connect with the campaign.  

New Zealand’s Most Loved Beaches campaign was 

Financial Results
The capacity to maintain our ability to expand on 
services and hold subscriptions owes much to the 
commercial success of the collective services on offer 
at the AA. 

Today the subscription income represents a minor 
portion of our available funding with increasing 
surpluses generated from our successful joint venture 
commercial operations, such as AA Insurance, as well 
as strong returns from investing surplus funds. 

During the 2013/14 financial year that consolidated  
result was $18.3 million which was bolstered by  
 

primarily a social media campaign encouraging 
Facebook fans to vote across a list of about 200 
beaches and be in to win a $500 holiday.  More than 
600,000 votes were received with the Most Loved 
Beach award going to Ohope Beach in the eastern Bay 
of Plenty.

During the year in review nearly three million guides 
and maps were distributed and more than 67,000 
accommodation and activities reservations were 
processed by the AA. 

AA Insurance
AA Insurance celebrated another successful year 
of record growth, with all channels and products 
contributing. 

Settlement of claims for earthquake damaged 
homes in Canterbury progressed considerably with 
more than 80% of customers having had their home 
repaired or rebuilt, or taking a cash settlement.   
AA Insurance is focused on resolving the remaining 
20% as quickly as possible, but within the parameters 
of a number of more complex claims.

The introduction of a claims switchboard team was 
so well-received by customers that it was extended  
to all facets of the business. The switchboard allows 
all customers, regardless of their enquiry, to connect 

with a person and not a machine thereby creating a 
seamless service experience.  

AA Insurance has once again been independently 
recognised for service, culture, brand and position 
in the insurance industry.  It has been voted Direct 
Insurer of the Year, most trusted insurer at the 
Reader’s Digest Most Trusted Brands Awards, and 
has been recognised by Canstar Blue Most Satisfied 
Customers for home and contents as well as car. The 
company has also been acknowledged as a finalist in 
the IBM Kenexa Best Workplaces survey, and awarded 
for its holistic approach to employee wellbeing by the 
New Zealand Human Resources Association. 
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Advocacy
The AA was a key voice in the debate to change the adult 
drink driving limit following significant examination of 
international research and experience.  

An AA survey of Members showed that 72% supported 
a limit that allowed adult drivers to have no more than 
two drinks before getting behind the wheel. Waikato 
University research also showed once people went 
beyond a blood alcohol concentration (BAC) of .05 
they were not only impaired but also began to lose 
the ability to judge how intoxicated they were. Taking 
this into account, the AA supported lowering the adult 
limit as well as pushing for several other measures to 
be adopted to reduce crashes by repeat and extreme 
drunk drivers, including more use of alcohol interlocks 
and better rehabilitation.

The AA worked closely with ACC as it developed 
changes to the ACC levies paid as part of the annual 
vehicle licence (registration). Levies for all cars less 
than 40 years old will reduce in 2015.  While safer 
vehicles will be charged lower amounts, almost all car 
drivers will save between $42 and $172 annually.

The AA is engaged with the Government’s safer speeds 

AA life
AA Life celebrated another successful year. 

For the second year running AA Life was named New 
Zealand’s Most Trusted Life Insurance Brand at the 
Reader’s Digest Most Trusted Brands Awards. 

With new product benefits, enhanced online capability 
and refreshed marketing campaigns, the company is 
well-positioned for future growth.

project, and to represent the views of Members has 
conducted several surveys on speeds, risk perceptions 
and driving behaviour. The AA was also part of the 
Government’s expert panel looking at ways to improve 
cycle safety.

Improving the safety of young drivers remains a major 
focus of the AA and there were two advocacy milestones 
in the last year. SADD, which the AA Driving School 
sponsors, extended its focus beyond drink driving to 
become Students Against Dangerous Driving. SADD 
programmes are active in 74% of secondary schools. 
The AA has also helped disadvantaged young learner 
drivers by partnering with the Transport Agency and 
Caltex in community driver mentor programmes 
around the country.

With nearly one in three New Zealanders living in 
Auckland, the city’s transport challenges have an 
impact on the nation so the AA has increased its focus 
on funding, congestion, public transport and active 
modes, and surveyed our Members to represent their 
views to the city’s transport authorities.
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