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50,000+ 
FREE

LEARNER
Driving lessons

AA’s $3M
annual investment

in new drivers

1.67M AA Members

54% Licensed Drivers

MEMBERSHIP GROWTH

1.3M  
DRIVER AND  

VEHICLE  
LICENSING 

TRANSACTIONS

More than 
76%
OF ALL 
DRIVER 

LICENCES

500,000+ 
Roadside assists

1% Increase 
in callouts

$67.74  
Average 

AA Member 
saving

$15.20  
more than Average  
AA Membership cost

3.7%

Our
multiple
SUCCESSES

AA Chief Executive Brian Gibbons

The AA has now marked the milestone of celebrating its 115th year of service, and 
as we reflect on the past twelve months, it’s pleasing to consider the success that 
we have seen in three different but equally important areas. 

Many companies in New Zealand regard the success of each year in purely financial 
terms, which reflects their sole purpose to drive value and report back to shareholders. 
Indeed, seen in that light, the Association has had a strong year, and this forms one of 
its successes. 

But the AA is unique in its responsibility to the community, and its growing service 
delivery which to our mind is the second accomplishment for the year.  Our Members 
join for a helping hand in their time of need, as well as the many additional benefits 
they have come to enjoy. More than half a million calls for roadside assistance were 
answered this financial year, and more than 133,000  Members have taken up their 
offer of a free annual eye examination with Specsavers, alongside an ever increasing 
range of discounts in areas as diverse as insurance, entertainment and travel. 

All this has been achieved without the need to adjust the annual subscription, thanks to 
the Association’s commercial activities which continue to enable the expansion of free 
services and discounts for Members. This clearly resonates with New Zealanders.  
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AA Membership
It was another year of record growth for AA Membership, swelling to 1.67M, some 54% of fully licensed 
drivers. 

This was driven by a record 136,287 new Personal Membership joins. That intake is up by almost 5,000 new 
joins on the previous year, and brought the total Personal Membership to 1,038,296 at year end.  This success 
was also assisted by excellent retention levels, noting that almost 90% of Members renewed their Personal 
Membership during the year. 

AA Business Membership also enjoyed continued strong growth, adding 37,312 vehicle-based Memberships 
to bring the total business affiliation to 636,245 Members.

Driving this growth is the continued strengthening of the Membership offering, with an ever increasing range 
of Member Benefits, discounts, and services, and no increase in the annual Membership subscription fee now 
for 27 years.  

The new service AA Home Response replicates Roadside Assistance for the home and connects customers 
with AA Home tradespeople 24/7, 365 days a year. Launched in the Auckland region in February, it is being 
rolled out to the rest of the country over the next 12 months. It has already received great feedback from 
those who have used the service, with the marketing campaign securing the Supreme Award at the 2018 
TVNZ-NZ Marketing Awards.

OUR
PERFORMANCE

AA President Roger Bull.

That brings us to the third standout success for the year - that of Membership growth, 
which is very much the outcome of growing the diversity of the Association’s services, 
while holding the subscription cost steady. 

An increase in Membership is the best barometer that we have of the AA’s importance 
and value for Members. This year has seen another year of record growth, with new 
personal Membership joins in excess of 136,000. We now have 1.67M Members, which 
equates to around 54% of fully licensed drivers in New Zealand. 

We believe the AA’s relevance to New Zealanders will only grow, as we continue 
to look for new initiatives for Member value. There are a number of initiatives 
already underway and more planned. One of the newest initiatives was AA Home. 
The service, AA Home Response, replicates Roadside Assistance for the home and 
connects customers with AA Home tradespeople 24/7, 365 days a year. Launched in 
the Auckland region in February, AA Home Response aims to get a tradesperson to a 
household emergency within 60 minutes. Membership now stands at more than 28,000 
subscribers.  

The diversification of our service offerings is all part of the continued evolution of the 
AA from a motoring-centred organisation to a Member-centred organisation. While the 
Association’s roots are in motoring and it’s a big part of what we do and who we are, 
ultimately the Association is about quality and putting Members first.

We believe the financial success, diversity of offers and growing Membership aptly 
demonstrates that while we may be in our 115th year, it is clear that  
AA Members find more relevance and value now than at any other time in  
the Association’s history. 
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•	 38% flat batteries 

•	 12.8% mechanical and electrical faults

•	 19% towing services 

•	 8% lockouts 

•	 9% tyre changes  

•	 5% fuel  

AA Roadservice attended 85% of Member calls within  
60 minutes and was able to mobilise 91.6% of all breakdowns.

AA Battery Service
AA Battery Service, a joint venture between the AA and Club Assist, offers New Zealand motorists quality 
battery solutions for their vehicles. More than 40% of all breakdowns attended by the AA are battery related, 
with AA Battery Service covering 30% of all AA roadside assistance breakdown jobs. 

Batteries more than 5 years old can fail at any time, so with the average vehicle age in New Zealand in excess 
of 14 years; the mobile battery replacement capability provides Members with a much needed solution.

It was another successful year for AA Battery Service, however not without its challenges. The rising cost 
of goods through weakening exchange rates and the increasing cost of lead forced a 1.9% price increase 
across the AA Battery Service range in July. This problem was shared by other battery suppliers, and didn’t 
hamper sales. In fact, AA Battery Service enjoyed significant growth across both retail and wholesale channels, 
specifically with an increase in AGM and EFB battery sales.

Looking ahead, further increases to cost of goods are anticipated. As vehicle technology progresses at a rapid 
rate, an increasing number of vehicles requiring their replacement batteries to be registered to their on-board 
computer is also expected. The AA Battery Service battery registration service is valued at $120, however it is 
offered to Members and motorists at no charge.   

AA Battery Service is expected to enjoy continued growth in the coming year, with a number of promising 
projects launching in the next 12 months. 

The new Membership Benefits introduced over recent years continued to be very popular. Almost 133,000 
Members used a free Specsavers eye exam, up 3.5% on the previous year. Members also took advantage of 
discounts on insurance, free driving lessons for learner and senior drivers through AA Ignition and AA Senior 
Driver, discounted online movie tickets at EVENT Cinemas, and discounted car rental from Thrifty and Go 
Rentals, among many other Benefits.  

The combined value of all Member Benefits was an average annual saving for Members of $67.74, excluding 
any value from AA Roadservice callouts and the use of free maps and guides. This compares favourably as the 
average saving is $15.20 more than the average cost of the annual Membership renewal. 

AA Roadservice 
When AA Members reflect on why they belong to the AA, for many the core traditional service of  
AA Roadservice is still an essential factor, and has always been the backbone of the excellent reputation 
the Association has. A growing number of Members has, however, not led to an equivalent increase in the 
number of Roadservice callouts, due to the increased reliability of the modern car fleet. This has enabled us to 
focus on enhancing service quality and response times. Simply put, the quicker Members are reached on the 
roadside, the more satisfied they will be.

Increased congestion, particularly in busy metropolitan areas, put this focus to the test, but response times 
were successfully enhanced by triaging the appropriate support needed for the nature of the job with the 
resources the AA has at its disposal. This included the AA Roadservice fleet, Contractor garages, AA Battery 
Service vans, and towing assistance, as well as having appropriate levels of resources available at breakdown 
hotspots around the country. These initiatives have enabled the AA to better meet peak demand periods and 
improve service levels.  

Pleasingly, the Member Service Monitor measures continued to remain well above target levels.  A new 
customer service rating metric, Net Promoter Score, was adopted in April where scores above 70 are 
considered “world class”. In April, AA Roadservice achieved 80, rising to 81 in May and June.  

AA Roadservice Officers, AA Assist, AA Battery Service, and AA Contractors attended approximately 502,000 
jobs over the year – 1% more than the previous year. These were made up of: 
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significant fuel discounts of 30 cents per litre every month for Contact Energy customers who have one of its 
Fuel Rewards plans.

The continued growth of the Countdown partnership resulted in more cardholders adding to their 
accumulated fuel discounts by shopping at Countdown. This helped to drive home the message of 
accumulating your savings to get greater value from the AA Smartfuel programme. 

AA Smartfuel partners, BP and Caltex, offered strong fuel discounts nearly every week of up to 10 cents per 
litre. This resulted in a record year in the value of fuel discounts issued by the programme, taking the total 
value of discounts earned by all cardholders to more than $124 million. 

There are now more than 1,300 retail locations across the country where customers can earn AA Smartfuel 
discounts. This number is continually growing, making AA Smartfuel one of the largest loyalty programmes in 
the market. This allows increasingly meaningful fuel discounts to be delivered to AA Smartfuel participants.

The team at AA Smartfuel also continued to future proof with technology developments. The AA Smartfuel 
phone app was a key business focus with a total number of downloads at 30 June 2018 of more than 584,000. 
This was an important driver of participant engagement, and made up a key part of its focus on future 
technology changes. It also ensured the programme is ready to adapt and give cardholders options like 
‘cardless’ transactions in the near future. 

AA Traveller
Without doubt it was a challenging year as Members’ 
needs around tourism changed. 

Traditionally, the AA has had a strong role to play 
in tourism advice and guidance, but with the ever 
increasing role of online reservation systems, it has 
been challenged in where it can provide relevant 
service. This led to changes in its publishing model 
over the year. 

A new joint publication deal was struck with the 
Auckland Council-controlled organisation Auckland 
Tourism Events  and Economic Development 
(ATEED), to publish and distribute a dual-branded 
Auckland Official Visitor Guide.  

As part of this deal guides were distributed airside 
at Auckland’s International Airport and at the Port 
of Auckland for incoming cruise ships, as well as at 
AA Centres and partner accommodation, attraction 
and tour operators.

The publishing business also provided 
approximately 1.7 million guides and maps for 
both Members and international visitors to make 
the most of their time travelling around New 
Zealand.

The AA will always provide a service to Members, 
who have a thirst for travel information and 
offers, but what it provides in the future to 
Members will continue to evolve, with further 
development of tourism partnerships. 

AA Motoring 
Services
The vision for AA Motoring Services is to provide a 
one-stop shop for all motorists when it comes to 
their vehicle servicing and repair needs. This vision is 
being realised through the growing national network 
of AA Auto Centres. 

A site in Pukekohe was opened during the year, and 
several others are in the planning stage. In addition, 
all remaining former AA Auto Service & Repair outlets 
were converted to AA Auto Centres, marking the 
successful completion of this project.

The changed Warrant of Fitness (WOF) intervals 
continued to see a decline in the number of vehicles 
presenting at testing stations. As many vehicles now 
require only one inspection every year, Members 
elected to combine their WOF inspection with their 
vehicle service. 

Volumes of used car arrivals remained high, keeping 
the AA’s Entry Certification services busy.

While many of the motoring services are of a 
commercial nature, the AA remains active in 
providing free advice for Members, with a team 
of Motoring experts on hand via an 0800 helpline 
to provide general advice on areas as diverse as 
mechanical bills, car care and specific car makes 
and models. An interactive digital resource with 
an Ask an Expert website forum is also available 
for Members 24 hours a day, 7 days a week. The 
Motoring Advice team’s profile grew through regular 
media appearances across a broad range of topics, 
and weekly advice articles published in a leading 
motoring magazine and on an AA blog.

Motoring Services also continued to provide sound 
consumer advice on vehicle safety through ongoing 
support of the Australasian New Car Assessment 
Programme (ANCAP) and the Used Car Safety Ratings 
(UCSR) study. 

AA Smartfuel
It was a strong year for AA Smartfuel, with more than 
$63 million in discounts earned by AA Members. 
This is an increase of $10 million in discounts earned 
compared to the previous year. 

Highlights for the year included Contact Energy 
joining the AA Smartfuel programme and providing 
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Despite facing its fair share of these events, AA Insurance’s strong reinsurance arrangements with Suncorp 
New Zealand, proven track record of managing large scale events, and commitment to outstanding customer 
service, enabled it to progress claims with minimal impact on operational or financial performance, and 
concurrently experience record growth in insurance policy numbers. 

Today the company looks after nearly 375,000 customers and more than 710,000 policies. Despite these 
numbers, the needs of each and every customer are paramount and continue to be the foundation of the 
company’s growth and reputation as an award-winning insurer. 

AA Insurance maintained its position for the fourth consecutive year in the Colmar Brunton Corporate 
Reputation Index, ranking fourth among 100 of New Zealand’s most successful companies, including Air New 
Zealand, TVNZ, Toyota, and Z Energy. 

The company’s outstanding reputation was further proven with its 5-star rating for Canstar Blue Most Satisfied 
Customers Award for Home and Contents Insurance. Top rating NPS scores for customer claims experience 
helped AA Insurance to maintain its substantial lead over direct competitors for home, contents and car. 

AA Insurance continues to be one of New Zealand’s top motor insurers, protecting 500,000 Kiwi vehicles. 
A network of high-quality collision repairers ensure customer vehicles are repaired swiftly and to a high 
standard. 

In recognition of the motor industry’s shortage of skilled collision repair and refinishing staff, AA Insurance 
introduced the Apprentice Sponsorship scheme in 2017 to provide support in attracting and retaining new 
talent to the industry.  A year on, the scheme is proving a great success for current apprentices, with more 
signing up for the next intake, and helps ensure that there are sufficient skill levels to repair customers’ cars 
correctly and safely. 

In addition, AA Insurance’s partnership with vehicle repair service, Capital SMART, has secured a fourth New 
Zealand centre to help get customers back on the road faster. The acquisition by Capital SMART of East 
Auckland Body and Paint facility from Honda New Zealand, is good news for customers particularly those who 
own Hondas.

Over the past year, AA Insurance has added to its service by offering two new products in collaboration with 
its shareholders: AA Home Response, and AA Small Business Insurance. 

AA Home Response replicates roadside assistance for the home and connects customers with AA Home 
tradespeople, 24/7, 365 days a year. AA Small Business is a suite of insurance products aimed at small 
businesses across 11 different industries. Many business owners are current AA Insurance customers, so it 
made sense to offer a full suite of relevant insurance products.

AA Insurance, a joint venture between the AA and Suncorp New Zealand, continues to deliver increasing 
insurance protection for policyholders and contributes positively to the Association’s funding. 

AA Driving School
The AA Driving School has continued to focus on road 
safety, and the AA Member Benefit programmes while also 
widening the efficacy and reach of its commercial portfolio 
of driver and motorcyclist training. 

It has also balanced helping learner drivers navigate the 
graduated driver licensing system, alongside ensuring more 
experienced drivers and motorcyclists are catered for in 
both the private and corporate realms. 

The AA’s Defensive Driving Course (DDC) was refreshed 
and updated with a re-launched course receiving NZTA 
approval. The course continued to have strong appeal, 
mainly to drivers holding a restricted licence as, upon 
successful completion, it allows a reduction in the time 
needed to move from a restricted licence to full.  It was 
attended by over 14,000 students during the year. 

The Driving School continued to grow its profile as an 
advocate on driver-related road safety issues, with an increasing number of requests from media. It also 
continued to strengthen relationships with key agencies including NZTA and ACC. 

Motorcycle training is now also offered and the expansion of this offering in terms of geographical coverage 
and products will be a key focus in coming years. 

Driver and Vehicle Licensing
During the past year, the AA completed a massive 1,343,688 New Zealand Transport Agency transactions. Of 
these, 926,328 were driver licence-related, and 417,360 were motor vehicle licensing transactions.

The AA’s restricted and full licence bookings decreased by 15%, as a result of an increase in online 
transactions with the NZTA.

Overseas conversions remained very strong with 47,359 transactions completed by the AA’s 26 approved 
sites.

At the end of the financial year, 5 regional licensing agents transferred across to NZTA, and while they have 
reduced the AA’s country wide coverage, importantly, these regional communities have all retained their 
licencing agencies.

The AA’s market share held up very well during the year with 76% of all learner licences, 76% of renewals, and 
81% of senior drivers completing their transactions at an AA location.

 The AA’s work in regional communities continued, with the AA’s 3 mobile processing units making 190 
individual visits in the past year. The units also continued to visit prisons across New Zealand, with an 
increased number of transactions completed, compared to previous years.

AA Insurance
New Zealand has experienced the worst, and most expensive, natural weather events on record over the past 
year. The Insurance Council of NZ announced weather-related losses in 2017 were valued over $242 million, 
with another $93.5 million in the first quarter of 2018.
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Motoring Advocacy
The last year has seen New Zealand’s Government make some significant changes in direction for transport 
with increased focus on safety, the environment and on shifting more trips to public transport. The AA’s 
advocacy work responded to these.

While accommodating this shift, the AA’s advocacy continued to be underpinned by traditional strengths of 
surveying Members to understand their views on issues and the AA District Council network of volunteer 
councils throughout the country.

Stopping drivers impaired by alcohol and drugs putting lives at risk on the roads has been a cornerstone of 
AA Advocacy for many years and a major goal was achieved with alcohol interlocks becoming a mandatory 
sentence for the highest risk drink drivers from July 2018. In the lead-up to the law change, the Advocacy team 
pressed the Government to ensure the judiciary was well informed on the changes, and provided information 
to lawyers and court workers about interlocks and how effective they are at reducing reoffending. The team’s 
2017 Election Call set a goal of at least 5000 high-risk drink drivers receiving an interlock each year and this 
will be monitored closely to make sure the system is delivering results.

New public and media awareness was also sparked around drugged driving by revealing that more fatal 
crashes now involve someone with drugs in their system than alcohol.

Another Advocacy success was the introduction of the first 110km/h roads in New Zealand – the Tauranga 
Eastern Link and Waikato Expressway – and the AA worked extensively with Government agencies in 
developing a Speed Management Guide which provided a new blueprint for how authorities should approach 
speed on their roading networks as work is done to improve safety.

The decisions that are made on transport funding and projects in New Zealand are founded on the 
Government Policy Statement (GPS) for Land Transport.  The GPS has made safety, access, environment and 
value for money the top priorities for the Government. The AA was a strong voice for Members through the 
development of the latest GPS, making submissions and meeting with the Minister, Hon Phil Twyford, to 
discuss the AA’s positions. 

Keeping the costs of motoring fair and reasonable remains a central focus of the AA’s Advocacy and the 
introduction of a regional fuel tax (RFT) in Auckland was a significant issue from the last year. Extensive survey 
work, analysis and deliberation led to the AA accepting the introduction of the tax in Auckland because of its 
unique transport challenges. The AA, however, opposed the possibility of introducing regional fuel taxes in 
other areas and the Prime Minister has made a commitment that the RFT will not be used anywhere else.

AA Life
AA Life which specialises in life insurance, accident recovery, and funeral plan policies now has a policy base 
that exceeds 89,000.

AA Life paid out on more than 98% of claims assessed during the year, and was once again named New 
Zealand’s Most Trusted Life Insurance Brand at the Reader’s Digest Most Trusted Brands Awards, a position it 
has now proudly held for six consecutive years.  

In this financial year AA Life has worked on delivering on its value propositions, enhancing the customer 
experience, and further developing brand relevance in market.

AA Health
Launched in 2016, AA Health offers AA Health Everyday which 

covers day-to-day medical expenses, AA Health Private Hospital for 
diagnostics, surgery and treatments in a private hospital, and  
AA Health Private Hospital and Specialist which extends further to 
cover specialist consultations. 

In that time AA Health has achieved more stature in market than 
typical for a new brand with AA Health’s strongest brand pillars 
sitting in relevance and regard, which are essential in  
the category. 

This allowed the realisation of strong results in the AA Centre 
Network, and a growing presence in the online and marketing 

space.

AA Travel Insurance
Travel Insurance, and the pitfalls of being without it, made significant headlines over the 

year, with a number of high-profile cases of New Zealanders struggling after taking unexpectedly and often 
seriously ill overseas with no ability to return home.  

This led to increased interest in travel insurance products, and with an estimated 100,000 New Zealanders 
overseas on short term trips or holidays at any one time, AA Travel Insurance held a strong position in market. 

Online sales across Domestic and International Travel Insurance were up 21% year-on-year and retail sales 
also increased by 14%. More than 35,000 policies were sold over the financial year. 

AA Finance
The passion that Kiwis have for their cars remained strong, with car finance still the main product for AA 
Finance. This year saw an increase in actual lending of 16% year-on-year, with total lending of $63.2M. 

The Christchurch-based 7 day a week call centre continued to provide valued support, with weekend trading 
requiring additional business managers to meet demand.
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Road Safety
The AA Research Foundation (AARF) enhanced knowledge of the ways to reduce crashes and harm on New 
Zealand roads. It completed studies into the significant group of people who die when not wearing a seatbelt, 
the effect of different styles of road markings on driver behaviour, using computer vision to analyse the 
interactions between cars and bicycles at busy urban intersections and analysis of the factors involved in fatal 
and serious injury crashes. AARF has established a strong reputation for being at the forefront of road safety 
research in New Zealand. 

The AA also continued to invest in increased community road safety through AA Ignition, a programme that 
offers three free driving lessons for learner drivers who are Members or have a family member who is. It 
introduces young drivers to professional driving tuition at the start of their driving career. The AA Driving 
School’s nationwide network of 125 NZTA approved Instructors delivered in excess of 50,000 one hour lessons 
to over 20,000 students during the year. 

At the other end of the age spectrum, AA Senior 
Driver offers a free 1 hour in-car session to all 
Members 74 years of age and above. More than 
5,000 Members enjoyed this Member Benefit 
during the year.

The AA is also a key partner and sponsor of 
Students Against Dangerous Driving (SADD), a 
charity aimed at empowering young Kiwis to 
make safer and better choices on the road, with 
support provided by the AA Driving School and AA 
Advocacy.  The relationship delivers on multiple 
shared road safety goals for the AA Driving School 
and also helps introduce the AA to the young 
people involved with and influenced by SADD. 
Support from the AA and the NZTA enabled SADD 
to significantly upgrade its web and social media 
presence in the last year and grow its influence 
among students across New Zealand.

Financial Results
Financially the Association has had its most successful year ever, recording a net surplus of $29.2m with 
returns from the Association’s commercial joint ventures and investment funds, at $19.7m and $11.8m 
respectively, being the two significant contributions to this success. 

This result enabled the Association to continue to provide free Member Benefits and grants to organisations 
such as the NZAA Research Foundation and SADD, which this year totalled $3.9m, while at the same time not 
increasing the cost of Membership.

This consolidated trading result for the year also further strengthened the Association’s overall financial 
position with net assets having increased by 13.8% to $250.4m. 

The strong trading result and financial position meant the Association could continue to provide free Member 
benefits and provide the necessary resources toward the motoring policy and advocacy work while also 
continuing to invest with confidence for the future, be that on upgrading existing infrastructure or investing in 
new joint venture opportunities, without having to consider the need for a Membership subscription increase 
or to raise external funds. 
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live within a 15 minute commute
to work in peak times41%

have more than a 60 minute 
commute in peak times10%

40%
of us live
outside
of Auckland

We have an even spread of  
age groups across our organisation

60%
of us were

born in  
New Zealand

17%
of those born 
overseas were 

born in  
South Africa

5
of us can communicate in 

NZ Sign Language

41%
of us can speak more than  

1 language

Kids <18
1/3 of us have children 
under the age of 18

3%

7% of us are Maori

14%
of us are of

Indian
Ethnicity

12% of us are studying
Accounting/Psychology/ 
Automotive Engineering/ 
Business Administration/ 
Marine Science/Meat  
Technician/Equine  
Management/Chefing

have 4  
    or more 
       children

OUR PEOPLE 
Across the AA, the sheer breadth and diversity of the roles the team of 1,000 employees performs  

throughout New Zealand reflects the scale and variety of the many businesses and services that the  
AA offers. When considering the results achieved by the AA, it is important also to reflect on their  

hard work in supporting communities, and the diversity of viewpoints and skills they offer,  
reflected in this year’s NZAA Census.
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