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More than 18,000  
hi-vis vests supplied  
to school traffic  
safety patrollers

AA Research  
Foundation  
research of safety 
benefits of new  
roads and how  
people adapt to  
new speed limits

953,000 
Driver Licence 
Transactions

380,000 
Motor Vehicle  
Licenses (Rego)  
issued

50,000 
IRD numbers issued

276,000
Driver Licence  
renewals

71,000 
RealMe transactions

5,500 
Kiwi Access Cards 
issued

Renewed funding  
of SADD for a  
further 5 years

COMMUNITY

4

1070 
employees

Launched 
in-house leadership 
development 
programme

Introduced 
birthday leave

OUR
PEOPLE

1.8m connections
including 1.1m  
personal Members

3.59% 
Annual growth

40+ ways 
to save with 
AA Membership

Over $9.2m 
saved on free eye  
tests at Specsavers

More than 96,000 
movie vouchers 
bought for EVENT  
Cinemas saving  
Members over 
$1.1million

New partners: 
MoleMap &  
Thrifty Car Rentals

HELPING 
MEMBERS

490,000 
Roadservice  
callouts

86,000 
Insurance policies 
issued in Centres

OPERATIONS

36
AA CENTRES

6
CALL CENTRES

40
AA AUTO CENTRES

150
AA APPROVED REPAIRERS

35
AA DRIVER & VEHICLE  
LICENSING AGENTS

(PLUS 3 MOBILE,  
SERVING 19 PLUS LOCATIONS)

36
AA AUTO GLASS LOCATIONS

5
AA VEHICLE INSPECTION 

CENTRES

12
THIRD PARTY COMPLIANCE 

CENTRES

18
DISTRICT COUNCILS

4
AA VEHICLE TESTING STATIONS

5

AA SNAPSHOT
AA Home &  
AA Home Response 
Plus subscriptions 
both up 7%

Aircon & Healthy 
Home services 
launched by  
AA Home

AA Home Book-a- 
Jobs up 98%

AA Home Response 
emergency jobs 
helped over  
2,500 Kiwis

AA Insurance
industry leading  
customer  
satisfaction  
score of 89

AA Insurance
Named Canstar  
Home & Contents  
Insurer of the  
Year and  
Outstanding  
Value Winner

200k+ 
claims lodged for 
customers by 
AA Insurance

AA Battery Service 
provided nearly  
83,000 batteries 
and over 49,000 
jumpstarts

JOINT 
VENTURES
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NADINE TEREORA, AA CEO
AND MARK WINGER, PRESIDENT

Kia ora,

FY23 was a significant year for the AA as we marked 120 years of service and made considerable 
progress in setting ourselves up for a sustainable future.

While this momentous occasion allowed us to look back fondly upon our journey and acknowledge 
the continued support of so many Kiwis, it also marked a pivotal new era for the Association.

This past year, we focused on laying the groundwork for evolution to ensure the AA’s strong legacy 
can endure for the next 120 years and beyond. Since our inception, our ethos of service has been 
our guiding principle, and while we’re aligning ourselves to the ever-changing needs of tomorrow this 
dedication remains resolute.

In charting our future path, we re-organised our teams creating new functional divisions to foster 
collaboration and deliver enhanced outcomes for our Members, and worked to define the strategic 
initiatives required to propel us forward. It was an extensive list with over 300 projects identified, 
however all were underpinned by a consistent desire to supercharge our Membership product and 
enhance the experience our Members and customers have when accessing our products and services.

We scoped and prioritised these initiatives and placed our immediate focus for the year on 
modernisation - strengthening our foundations to mitigate risks, fuel growth, and amplify the value 
we offer our Members. We invested in key infrastructure and updated technology which will enable 
us to be more adaptable and responsive to the dynamic needs of our Members.

The year also saw us navigating extreme weather and economic uncertainty, however our resilience 
and determination shone through, and our organisation stepped up to deliver for our Members when 
it mattered most. 

Despite these challenges, our collective efforts culminated in a solid performance. While our success 
is not measured solely in financial terms, in a challenging economic environment we achieved a 
surplus of $8.5m.

Our Member numbers grew and we continued to expand our range of products and services. Our 
Centre Network team achieved outstanding customer satisfaction scores, and our partners continued 
to go from strength to strength with AA Home introducing new services and AA Insurance being 
named NZ’s Most Trusted General Insurer for a 13th year. 

We ended the year in a strong position, with the seeds of transformation sown and the groundwork 
laid for us to build momentum and truly bring to life our purpose of caring for our Members and the 
people, spaces and places that are important to them.

None of this could have been achieved without the hard work of our people and without the support of 
our Members. We extend our thanks to the Board, our National and District Councillors, the Executive 
Leadership Team and our dedicated teams across the country. 

Finally, we’d like to say thanks to our Members. Your ongoing loyalty and support is the foundation of 
our success and allows us to make a positive difference in the lives of New Zealanders.

Sincerely,

Mark Winger, President

Nadine Tereora, CEO

A message from our
CEO & PRESIDENT
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For the past 120 years Kiwis have trusted us to be there for them when they need us, whether on 
the road, in the home, or when they travel. As the world changes we’re committed to a strategy that 
will ensure the AA remains relevant and highly valued for the next 120 years, and will deliver on our 
purpose of caring for our Members and the people, places and spaces that matter to them. 

Central to delivering our Strategy are our three Strategic Priorities which guide our focus and form 
the basis of how we will measure our success. They are the key things we need to do to achieve future 
success and to provide Members with an Association that is able to thrive in an ever-evolving world.

Unveiling our
STRATEGIC PRIORITIES 

& CAPABILITIES

STRATEGIC CAPABILITIES
To deliver our Strategic Priorities we identified the core skills and 
capabilities we need across the things we do as an organisation in 
order to be successful.  

They are:

At the heart of our success in meeting Members’ expectations is our AA 
people. We are committed to cultivating fulfilling career journeys and 
empowering our teams with the skills and tools they need to excel and 
do their best work.

Member experience is a priority. We aim to consistently exceed 
expectations and are focussed on delivering exceptional experiences 
across every interaction - whether it’s on the roadside, in one of our 
retail centres, over the phone or online.

We aspire to achieve excellence in every endeavour. Ensuring that 
whatever we do we do it well, working together as one AA team, with 
clear measures of success and alignment to our Strategy. 

We recognise that the ways Members want to engage with us has, 
and continues, to evolve. We are focused on modernising our core 
technologies and building new, innovative and connected digital 
experiences for our Members.

Utilising data is critical to our success. We are dedicated to using data 
responsibly where it helps us to develop and deliver great product and 
service experiences for our Members, while maintaining high privacy 
and ethical standards.

Sustainable Mobility

Sustainable Mobility under-
scores our intent to spearhead 

New Zealand’s shift towards 
sustainable transportation 

solutions. 

Our aspiration is to lead New 
Zealand in the transition 

towards sustainable mobility, 
supporting our Members to 

adopt more environmentally-
friendly transport solutions, 
and new mobility services. 

We intend to play our part in 
decarbonisation, contribute 
to the circular economy, and 

educate and advocate on 
behalf of our Members, leading 

the sustainable mobility 
conversation in New Zealand.

Meaningful Revenue 
Diversification

This Priority outlines our intent 
to better utilise our network 
to create more varied and 

substantial income streams 
to strengthen our financial 

resilience and build our 
competitive advantage.

Our aspiration is to establish 
meaningful and diversified 

revenue, leveraging the power 
of the AA ecosystem.

To achieve this we will deliver 
innovative new products and 

services, particularly in the 
mobility, home and insurance 
areas, and form creative new 

partnerships and business 
models.

Member Loyalty and 
Engagement

This Strategic Priority signifies 
our shift towards a truly 

Member-centric approach, 
focusing on exceeding the 

expectations and needs of our 
diverse Member base through  

a more tailored and  
connected experience.

Our aspiration is to transform 
loyalty, relevancy and 
engagement with our  

Members and to deliver 
greater lifetime value for our 

Members and the Association.

To deliver this for our diverse 
Member base, current and 

future, we will gain a deeper 
understanding of their needs 

and meet them through 
delivery of more relevant, 

flexible, and connected 
touchpoints. 

1 2 3

MARK SAVAGE
CHIEF STRATEGY OFFICER

1GROWTH CULTURE

2SERVICE EXPERIENCE

3BUSINESS AGILITY

4DIGITAL MATURITY

5DATA ENABLED

9
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To bring the AA in sync with the changing operating environment 
and align with the AA Strategy, a new Executive Leadership team 
was established in late 2022. Consequently, throughout the FY23 
year the team focused on crystallising their thinking and developing 
divisional strategies for the future. This work led to the formation of a 
robust, organisation-wide roadmap and pipeline of key initiatives that 
fortify the foundation of the AA and set us up for continued growth  
and success.

BACK LEFT TO RIGHT: 
JOHN RAMAEKERS - CHIEF FINANCIAL OFFICER, SIMON DOUGLAS - CHIEF POLICY & ADVOCACY OFFICER,  
JONATHAN SERGEL - CHIEF MOBILITY OFFICER, PHIL COSTER - CHIEF TECHNOLOGY OFFICER,  
MARK SAVAGE - CHIEF STRATEGY OFFICER, GREIG LEIGHTON - CHIEF PARTNERSHIPS OFFICER. 
 
FRONT LEFT TO RIGHT: 
VICKI CAISLEY - CHIEF PEOPLE OFFICER, NADINE TEREORA - CHIEF EXECUTIVE OFFICER,  
KATH WOOLLARD - CHIEF EXPERIENCE OFFICER, JENNI RYAN - CHIEF MARKETING OFFICER. 

FORMER CHIEF PEOPLE OFFICER 
ROMANA MEDEN RETIRED

IN DECEMBER 2023.

OUR PEOPLE

A key focus for People Experience this year was supporting the organisation with the re-alignment of 
a number of divisions to support the successful implementation of our business strategy and ensure 
better outcomes for our Members. 

The People Experience team took a human-centred approach to the organisational changes and 
ensured our people were supported during periods of change. The team continued their work on 
building the AA’s already strong culture to provide an environment with opportunities for people to 
contribute, learn and grow. 

As part of this, a new leadership development programme was launched, aimed at building capability 
in new and emerging leaders. So far, 164 learners have enrolled.

Birthday leave was also introduced as a new employee benefit providing employees with an extra 
paid day of leave.

Focusing on contribution, our annual employee engagement survey recorded strong results with 75% 
employee participation. Pleasingly, 82% of our people told us that they were proud to work for the 
AA, 72% would recommend the AA as a great place to work and 81% felt their leader cares about their 
health, safety and wellbeing.

Looking ahead, we will continue to contemporise our people experiences, ensuring we are creating 
an environment where our people are enabled and thriving, and where we can attract and retain the 
best talent as one of Aotearoa’s most recognised employers of choice.

EXECUTIVE TEAM 
update

10
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MOBILITY

Our roadside service continues to see strong demand with the number of callouts attended again 
increasing (up 6% from last year). Improving the service we provide remained a focus and we expanded 
our EV Charging and Rapid Recovery Vehicle fleets as well as increasing the number of Roadservice 
team members. Additionally, in response to an increasing number of new vehicles not carrying spare 
wheels, we have undertaken a multi-fit wheel pilot to maintain relevance at roadside and reduce 
our dependency on tow jobs when faced with a flat tyre. This should provide a far better Member 
experience and help reduce our need to tow vehicles.

Our AA Auto Centre network continued to flourish achieving year-on-year growth for the third year 
running, and to support the growth of the AA Preferred Dealer Network we appointed a Dealer 
Relationship Manager. This position holds responsibility for ensuring AA Members have access to a 
safe vehicle from a trusted AA dealer throughout New Zealand. 

The AA Driving School had a strong year, with the AA Driver’s Seat/AA Te Kaiurungi programme 
performing well. The new format, coupled with the enhanced reporting capability enabled by the 
online booking system supported Members to take professional lessons. The average number of 
professional lessons taken per student increased by 50%, which is a key road safety goal and a core 
tenet of the programme. Members customer satisfaction levels also increased.

There is a need to recruit more instructors to keep pace with the demand for professional lessons, 
and to ensure Members can access our Driving School services wherever they are in New Zealand. 
This will be a key focus in the coming year and we will be exploring a number of new options to make 
sure we are doing all we can to support people as they learn to drive.

We also continued to provide several services on behalf of the Government and have experienced 
exceptional demand. Driver Licence transactions were up almost 20% year on year, the number of IRD 
numbers issued almost tripled, 60% more RealMe transactions were processed, and Driver Licence 
renewals increased by more than 15%.

Our Gisborne, Queenstown and Te Puke Agents relocated into larger premises, and we were very 
pleased to open a new Licensing Agency in Upper Hutt.

In the year ahead, we will be looking to build on the strong foundations we have within the Mobility 
division and continue our focus on delivering exceptional Member service across the wide and varied 
portfolio of products we manage.

13

TECHNOLOGY
Technological advancements are pivotal in our growth journey and 
over the past 12 months we have significantly shifted our approach, 
including revamping and expanding our team to build strong, enduring 
and resilient digital foundations.

We have invested in key infrastructure to bring our technology up to 
date and mature our digital capabilities to be more adaptable and 
responsive to our Members’ dynamic needs and ensure we have robust 
cybersecurity measures in place.

Our long-term vision is that our strategic objectives guide the adoption 
and implementation of technology solutions, which empowers the 
team and in turn benefits the Association and its Members.
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POLICY & 
ADVOCACY

CUSTOMER
EXPERIENCE

FY23 was a period of significant change for the Customer Experience 
(CX) division as we began a comprehensive transformation of our 
Contact Centre, which involved revamping operational processes, 
leadership, coaching models, and getting our house in order for future 
technological enhancements.

We charted our strategy for the upcoming years, which included 
identifying a comprehensive list of initiatives aimed at refining channel 
touchpoints to enhance Member experiences, to not only improve 
service but to also optimise costs and streamline operational efficiency. 

Despite several operational challenges, the CX division continued 
to achieve exceptional Customer NPS scores driven by incredibly 
dedicated teams. The sales team also achieved commendable sales 
results due to revamped sales processes emphasising customer-
centric approaches over sales targets.

A challenge that presented itself consistently throughout the year, 
was the concerning increase in aggressive customer interactions, 
influenced by post-Covid economic pressure and societal tensions. 
To address this, we examined the root causes through frontline data 
analysis, implementing training programmes in collaboration with 
external entities like Waka Kotahi, and invested in greater CCTV for 
security purposes.

As we move forward, we will be working to ensure we sustain the 
divisions outstanding performance, however a key focus will be on 
better supporting and empowering our frontline people to uphold 
these remarkable levels while at the same time achieve a more 
sustainable work-life balance.

FY23 was a milestone year for the AA as we marked our 120th birthday, celebrating our journey from 
pioneering motoring club to the multi-faceted Association we are today. It was fitting that as we took 
a stroll down memory lane, we reaffirmed our plans to be the most trusted, loved and connected 
brand in New Zealand.  Our 120 years of service has enabled us to earn the trust of our Members and 
as we forge our future path we are committed to building on this trust and continuing to earn our 
place in the hearts and minds of New Zealanders. 

Although Kiwis experienced rising inflation, increased cost of living and climbing interest rates, our  
AA Membership continued to grow, with over 1.8 million connections including 1.1 million personal 
Members. We’re also incredibly proud that over half of our Members have been with us for over 
10 years.  We are grateful for the continued support of our Members and this year we mapped our 
intentions to continue to make Membership truly indispensable, which will see us work to enhance 
our offer, improve our communications, personalise our content, and continue to grow and develop 
our digital capability. 

The future will also see us continuing to expand our Member Benefit Programme, which now 
provides Members with over 40 ways to save. In 2023, we were pleased to welcome MoleMap 
to the programme, and with over 53 clinics nationwide we are excited to see this Benefit reach  
more Members.

MARKETING
& BRAND

The Policy & Advocacy team continued to champion the interests of our Members and stayed 
connected to their perspectives through frequent email surveys and collaboration with the AA’s 18 
District Councils.

A major talking point was the poor condition of New Zealand’s roads (particularly potholes) and 
we consistently highlighted funding gaps for road maintenance with key politicians and the media.  
Extreme weather further reinforced the need for a more resilient transport network.

The team also advocated for and engaged with key stakeholders on road safety improvements around 
speed cameras, safety barriers, the road toll, and breath alcohol screening, and began preparing the 
AA’s priorities for the General Election.

Additionally, submissions were made on multiple transport matters, such as the Government Policy 
Statement (GPS) on Land Transport, bilingual road signs, vehicle emissions, EV charging infrastructure 
and Auckland Transport’s draft speed management plan.

We also continued to fund AA Research Foundation projects on the risks of people who drive for 
work, older drivers, the safety benefits of new roads and how people adapt to new speed limits.

14 15
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PARTNERSHIPS

To enable Members to access a greater range of products and services we continued to collaborate 
with a myriad of partners. We worked alongside AA Insurance for home, contents and motor insurance, 
as well as our other insurance partners who manage, issue and underwrite AA Life Insurance,  
AA Health Insurance, AA Travel Insurance and AA Pet Insurance. This varied insurance portfolio had 
a strong year, each performing above budget. It was particularly pleasing to see AA Travel Insurance 
recover solidly following the full reopening of New Zealand’s border.

Our travel arm underwent significant change as we made the difficult decision to stop producing 
free travel guides and printed maps as a result of soaring paper and distribution costs and declining 
demand for paper-based maps and guides.

Our wide range of travel Member Benefits – including discounts on Hertz, Thrifty and GO Rentals, 
accommodation, campervan hire, tours, Great Journeys NZ Trains and Interislander – continue to be 
available to Members.

Our AA Home joint venture continued to flourish with increases across all metrics. Healthy home 
inspections and air conditioning services were also introduced. 

AA Battery Service provided nearly 83,000 batteries and over 49,000 jumpstarts.

SADD
Spotlight on

AA is proud to support SADD for 2023 and beyond

2023 featured a series of triumphs for Kaitiaki o Ara/Students 
Against Dangerous Driving as they continued their unwavering 
commitment to road safety and empowering rangatahi across 
New Zealand.

A pivotal achievement was securing funding from the AA for a 
further five years, as well as gaining funding to establish a new 
arm of Kaitiaki o Ara, the Community Road Safety Programme.

Establishing this arm, which works with young people who 
are more at risk on the roads, has long been an aspiration and 
marks a pivotal step towards better engaging with a vulnerable 
demographic that conventional programmes are typically unable 
to reach. 

Kaitiaki o Ara/SADD also sought to build engagement with a 
wider audience, by re-branding and expanding their programme 
framework. Four new programme aspirations were unveiled 
that are not limited to drivers and driver behaviour and which 
represent additional road user issues Kiwis are facing.

Across the country, students facilitated countless road safety 
education activities while the Kaitiaki o Ara/SADD team diligently 
conducted workshops nationwide to introduce new students 
to SADD and encourage existing members to elevate their 
involvement.

Kaitiaki o Ara/SADD’s engagement also extended beyond New 
Zealand’s shores with representatives working with Western 
Australia Road Safety Commission and attending the ‘Road Safety 
Starts With Me’ Youth Summit in Perth, contributing insights and 
facilitating workshops to foster road safety awareness.

17
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FINANCIAL
PERFORMANCE

Despite a challenging economic environment, the AA turned around 
the net trading loss of $12.5m recorded in the prior year to end the 
2023 financial year with a surplus of $8.5m. This turnaround of $21m 
is attributable to three areas:

1.	 Deterioration of the Association’s trading result by $14m year on 
year. While revenue increased, the cost of service delivery has 
risen sharply in the economic climate. The Association also made 
significant infrastructure investments to ensure it continues to 
remain relevant and deliver the best possible service to Members.

2.	 An $8m decrease in Joint Venture returns. AA Insurance was the 
major contributor to this as their result was severely impacted by 
the weather events experienced in early 2023.

3.	 A significant shift in managed fund returns. This moved positively 
by $43m from a negative return in FY22 to positive for FY23.

The Association’s Balance Sheet also remains strong with Net Assets 
increasing by $10m year-on-year to be $365m. Cash and Financial 
Assets, at a combined $269m, represent by far the greatest portion of 
our “on Balance Sheet” assets.

The Association’s trading result and infrastructure investment, as 
mentioned above, had a $13.1m negative impact on cashflows from 
operating activities. Dividends received from Joint Ventures were also 
down primarily due to AA Insurance’s reduced profit but also as they 
look to make infrastructure investments.
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As a serial owner of classic cars there have been several callouts to  
AA Roadservice through my 30+ years of Membership, but thanks to the  

analogue technology, there’s generally nothing they couldn’t solve. 

The most memorable occasion though was when I was driving my elderly  
station wagon into Wellington CBD around 9am on a weekday and heading to a 

high-rise carpark building. As I was driving up the steep ramp, the exhaust chose 
that precise moment to work its way loose and jam itself between the car and ramp. 

Attempting to reverse the car only made things worse – it was stuck fast. The only 
solution was a trolley jack and brute force. Cue the AA. 

In the meantime, the queue of motorists behind me were fortunately able to  
proceed though the second entrance.

I can’t recall, but somehow the Roadservice man was able to secure the  
exhaust so the car was driveable, but I do remember curious looks from fellow 

motorists as I crawled home along the Hutt motorway that evening in peak  
traffic with a very loud exhaust! – Mark

My story takes us back to 1967, 
my last year as a 7th former 
at Cashmere High School in 

Christchurch. The AA were offering 
free tuition to selected students to 
assist in obtaining a driver licence. 
This involved practical driving tests 
with an AA instructor and tutorials 

at the local AA headquarters on 
subjects like basic car maintenance. 

Practical instructions were in a 
manual shift vehicle - a Morris  

1100 from memory. 

Handbrake starts on the Cashmere 
Hills were always daunting.  

The instructor probably wished he 
didn’t have me drive up a narrow 

alleyway with a sharp left-hand turn. 
I did not execute it well at all and 
wedged the car against a bollard, 

placed to protect the corner of the 
adjacent building. 

I am eternally grateful to the AA  
for the opportunity. – Neale

After a wonderful holiday in  
Vanuatu, we flew back into 

Christchurch, in the dead of night, 
and headed to the car storage 
facility to retrieve our vehicle. 

Unfortunately, our keys enjoyed 
their holiday too and remained 

behind in Port Vila.  Living 50 km 
away from the airport meant calling 
a taxi wasn’t financially viable, but 
calling the AA and being a Member 
definitely was. Our AA technician 
arrived promptly and after we’d 

all laughed together at our error, 
he got to work opening the vehicle 
for us. It’s an older vehicle and my 

partner assured both myself and the 
technician that starting it would be 
a breeze. It was, and we were soon 
driving homewards - where a spare 
set of keys awaited us. The missing 

set flew home a few weeks later  
with a returning relative.  

Couldn’t have done it without  
the help of a very efficient  

AA technician though. – Jan

Celebrating 120 years
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