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The many successes we highlight in this report 
demonstrate that the Association has a real relevance 
when it comes to assisting and servicing the motoring 
needs of New Zealanders. The numbers also show 
that the support we provide continues to be genuinely 
valued.

Central to our positive results is significantly increased 
Membership numbers. The last financial year saw a 
record 121,000 joins with Membership totalling 1.48 
million at the end of June and that growth continues, 
evidenced by Membership now surpassing 1.5 million.

While that growth has been across all age groups, 
what is particularly pleasing is the expanding base of 
young, first-time drivers.  The launch of AA Ignition, 
which provides three free professional driving lessons 
to Members and the children of Members who are 
learner drivers,  was clearly a factor driving the growth 
of that younger demographic.

Encouraging new drivers to gain the skills and 
knowledge to tackle an increasingly complex motoring 
environment is one of the many ways the Association 
contributes to improving road safety in New Zealand 
and was the catalyst for launching AA Ignition.  

While AA Ignition’s popularity surpassed expectations, 
it also demonstrated that the Association can still find 
new ways of broadening the range of services and 
benefits available to Members, in this case with an 
emphasis on younger drivers. Our aim is to ensure 
that, collectively, those services and benefits present 
a compelling reason for every motorist to belong.

Expanding services has been a hallmark of the 
Association in recent years - with the launch of 
AA Ignition last year, the introduction of free eye 
examinations with Specsavers the year before and, 

prior to that, the launch of AA Smartfuel as examples.  
Each of those initiatives found favour with Members, 
as  the numbers highlight: 

• AA Ignition provided nearly 20,000 free lessons   
 this year alone.

• More than 350,000 free eye exams were taken at  
 Specsavers, equating to $21m in savings over the  
 two years since launch.

• $242m in fuel savings have been availed through  
 AA Smartfuel since launch.

What is also worth noting is that these services were 
provided without the need to increase Membership 
subscriptions. Being able to maintain Membership 
fees, which we have been able to do for a number of 
years now, is something we are particularly proud of 
and will continue to be our objective. 

Pleasingly, our ability to hold Membership fees and 
at the same time increase the number of benefits 
available takes nothing away from the traditional 
services provided by the Association, such as roadside 
assistance and free maps and guides.  AA Roadservice 
continues to provide assistance to around 500,000 
Members every year and we continue to seek new ways 
to make that service even more valuable, relevant and 
easy to access.  Our motivation is driven by the desire 
to enhance Members’ experience and satisfaction 
wherever we can but today is very much enabled by 
the financial contribution of our commercial activities.

Strong financial returns from those commercial 
activities enable the expansion and improvement of 
all services, but also allow us to develop greater depth 
and diversity within the Association in terms of new 
ways the AA can help its Members with.

in
The year

review
The AA has had a particularly successful year with achievements  
on multiple fronts, including unprecedented Membership growth.  
In fact, it would be fair to describe 2014/15 as a standout year.
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From left, AA Chief Executive Brian Gibbons and AA President Trevor Follows.



6       NZAA ANNUAL REPORT 2014 – 2015

Membership
AA Membership enjoyed unprecedented growth over 
the 2014/15 year with total Membership increasing by 
a net 54,025 to 1,480,920.

A record 121,007 new personal Members joined the 
Association, taking the total personal Membership 
roll to 952,959. Vehicle-based Membership enjoyed 
record growth of 5.1% increasing to 527,961. 

There is no doubt the Association’s strategy to add new 
Member benefits beyond the traditional services like 
AA Roadservice is driving that growth year on year. In 
addition to the new benefits already reported, these 
include free vehicle safety checks, discounted movie 
tickets at EVENT Cinemas, special rates on Thrifty Car 
Rentals, discounted accommodation and savings with 
AA Insurance and AA Life. In effect, each is contributing  
 
 

value however collectively they provide savings that 
today far outweigh the cost of belonging.

The importance of that value equation is such that we 
now highlight those savings on Members’ individual 
subscription renewal notices. When combined with 
the Association’s ‘My AA’ Membership pricing model, 
which rewards the loyalty of Members with increasing 
tenure discounts, it has resulted in a Membership 
retention rate of over 90%.

Maintaining that philosophy of expanding benefits 
each year, the next 12 months will see further initiatives 
launched, each of which will enhance further the 
value of Membership and build on our aspiration of 
truly making AA Membership indispensable for New 
Zealand motorists.

AA Smartfuel
AA Smartfuel celebrated another successful year of 
growth and further engagement of AA Members. 

The focus for the year was on educating Members on 
the benefits of the programme and how accumulating 
fuel discounts leads to higher savings.

A major marketing campaign around character Edward 
was highly successful. Key highlights included growing 
the number of accumulators by 20,000, launching and 
promoting a mobile phone app with more than 50,000 
downloads and increasing new cardholder growth to 
more than 17,000 per month. 

In addition, AA Smartfuel developed and launched a 
new website designed to simplify the accumulation 
message. As a result of this the number of visitors 
to the site doubled and the time spent browsing 
increased. 

 
 
  
During the financial year AA Smartfuel provided 
$71m in fuel discounts to 1.2 million cardholders who 
swiped at more than 1,900 
participating outlets. 

Since the launch of 
AA Smartfuel, nearly 
$250m in fuel discounts 
have been issued. The 
next 12 months will be 
one of further growth 
with AA Smartfuel 
leveraging its strong 
position to drive 
more savings for  
AA Members. 

AA MEMBERSHIP ANNUAL GROWTH
TOTAL 
MEMBERSHIP
1,480,920

June 2015 saved

$51.75
on average, excluding 

Roadservice, Maps and Guides. 
This is $1.53 less than the 
average cost of renewal. Personal Vehicle-based Total Membership
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AA Motoring Services
A key development during the year was the change in 
Warrant of Fitness (WoF) inspection intervals and the 
Association responding to those fewer WoF numbers.

With an expected decline in WoF volumes, some of the 
AA’s Motoring Service sites have been converted to full 
AA Auto Centres where Members can avail the full suite 
of vehicle servicing needs including vehicle inspections, 
WoFs and minor repair work.

On the vehicle import front, high volumes of used car 
arrivals into New Zealand during the year continued to 
drive strong demand for the Association’s compliance 
activity, necessitating the Association adding new 
delivery sites.

All in all, it was a busy year across motoring services, not 
forgetting the AA’s free consumer vehicle information 
service.

Driver Education
Following its launch in October 2014, the full  
AA Ignition programme offering three free driving 
lessons to new learner drivers finished the financial year 
with 12,000 sign-ups.

The AA Driving School extended the availability of the 
programme throughout New Zealand and has assisted 
thousands of new drivers to have professional driver 
training for the first time.  The restricted test pass rate 
for students who have participated in AA Ignition is 
higher than the national average by about 10%.

Another focus for the year for AA Driving School was 
the development of new products including one to help 
pre-learners prepare for the theory test for the learner 
licence and for students to prepare for their restricted 
and full practical driving tests. 

AA Driver Training for Fleets  and Businesses has also 
increased its reach and relevance, with many companies 
now wanting to make sure their drivers are safe when 
driving on company business and enrolling their staff for 
AA driving assessments and courses.

AA Roadservice
The AA is the premier provider of roadside 
assistance for New Zealand motorists 
and this is the number one drawcard for 
Membership.  With that importance it 
remains our objective to constantly look at 
ways of enhancing the service, and this year 
was no exception. 

Key service enhancements this year have 
centred around optimising the delivery mix 
of contracted roadside assistance providers, 
the AA’s own Service Officers and operators 
of the AA Battery vans.  The positive outcome 
of that approach has seen the AA response 
times enhanced in terms of meeting peak 
demand, and the success of that initiative 
has received positive Member feedback.

The other initiative this year has been driving 
innovation and efficiencies into roadservice 
through the use of new technologies, the use 
of web services to automate job dispatch to 
contractors, the replacement of ageing in-
vehicle equipment and moving the technical 
information and support on-line.  

Across all delivery channels this year - 
Service Officers, AA Battery Service Officers 
and contractors, collectively the Association 
attended 472,000 roadservice jobs of which:

• 40% were for flat batteries 

• 14% for mechanical and electrical faults 

• 16% for towing services 

• 10% for lockouts 

• 8% for tyre changes  

• 5% for fuel  

Critical to customer service satisfaction  
AA Roadservice attended 88% of those calls 
within 60 minutes, and was able to mobilise 
92% of those breakdowns on the spot.

Driver Licensing
Driver licence transactions increased by 7% over the previous year, with the AA Centres processing just under 
1.2 million transactions.

In particular learner licence transactions grew by 8%, with 133,000 first time drivers obtaining their licence.  
However by far the largest growth in transaction numbers was in respect of overseas driver licence conversions, 
which was up 20% on the previous year.

The growth in transaction numbers through the AA Centre Network is especially pleasing given the AA’s desire 
to interact with as many motorists as possible when it comes to their driver licensing needs.
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AA Traveller
Efforts to further diversify and strengthen our role 
in travel and tourism made good progress in the  
last year. 

Our core Tourism publishing business, which 
publishes more than 3 million maps, travel guides, 
and related tourism publications each year, 
continues to be transformed to recognise changes 
in Member/customer practices, and the economics 
of print businesses. A range of very successful new 
publications (the New Zealand Cycle Trail Guide, a 
Chinese language NZ visitor guide and the What’s On 
series of visitor booklets which were acquired during 
the year), has diversified the core stable of maps and 
visitor guides which are so well known to, and popular 
with, AA Members.

The AA Traveller website, which handles tens of 
thousands of accommodation bookings each year, 

and also provides a wide range of other valuable 
online information to assist NZ travel planning  
and arrangements, is being further enhanced and 
developed to make it a more valuable reference 
source in today’s mobile-enabled world.

The AA has become a more active participant in wider 
tourism industry affairs, with a focus on providing  
tourism businesses with cost effective and locally 
owned promotion and distribution channels for 
their products and services. It provides AA Members 
with great ideas, inspiration, and deals  to help them 
get out and enjoy their own country, and helps all 
motorists (both local and visiting drivers) to safely 
enjoy exploring New Zealand by road. 

The year ahead will see us continue to expand our 
profile, presence and commercial involvement, in the 
travel and tourism industry.

AA Finance
AA Car Loans had a remarkable year, noting that car 
loans were up by 52% on the previous 12 months.

Most of those loans originated from applications via 
the AA’s website, and a lift in car finance demand 
undoubtedly reflects the ongoing higher profile of the 
AA particularly in this vehicle financing space.

A new Christchurch-based Car Loan Call Centre was 
opened this year.  That operation, extended to a 
seven-day-a-week service facility, definitely added to 
the growth in both applications and draw-downs.  The  

 
 
AA is committed to make contact with every borrower 
within 10 minutes of the finance application being 
received during the business day.

This enhanced service is expected to contribute to 
even higher finance lending levels in the year ahead.  
Specifically, the objective is for a further 48% growth 
during the current financial year.

The average AA Car Loan is $14,000, with a term of 39 
months.
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AA Insurance
A key development within AA Insurance this year has 
been the adoption of new claims and services systems 
in partnership with our joint venture shareholder, 
Suncorp.  Part of this development has enabled  
AA Insurance to refine existing products and facilitate 
added benefits.  In addition it has enabled the 
company to launch new Classic Vehicle and Landlord 
policies, both of which are proving popular.

The company enjoyed consistent customer policy 
growth during the year.  That strong growth is 
attributable to AA Insurance’s increasing reputation 
for providing value-for-money car, home, and 
contents insurance, backed by award-winning service, 
and increasing online capability.  

There has also been significant progress in settling 
Canterbury earthquake claims; 97% of customer 
claims have now been resolved. The focus continues 
to be on reinstating homes or ensuring customers 
receive a cash settlement to purchase or build a new 
home, or undertake the repairs themselves.   

As part of its customer-focused approach, AA Insurance 
initiated ‘Live Chat’ which allows customers to interact 
on line in real-time. In the last year more than 15,000 
customers had used the service.

Another cornerstone of AA Insurance’s success story 
is its reputation.  The company has won the Direct 
Insurer of the Year Award for three years running 
now and was recognised in the inaugural Corporate 
Reputation Survey, rating fifth out of 50 companies.

For the past four years, AA Insurance has won 
Canstar Blue’s Most Satisfied Customer Awards for 
Car  Insurance, while winning the Home and Contents 
section for the past three years – achieving 5 out of 5 
stars in every category for home and contents.

AA Insurance also won the inaugural Reader’s Digest 
Most Trusted General Insurer for the past four years, 
as well as the inaugural Reader’s Digest Quality Service 
Awards for Home and Contents and car insurance.

AA Life
AA Life has had a particularly successful year.  It 
achieved strong growth in policy sales and customer 
numbers and was named New Zealand’s Most Trusted 
Life Insurance Brand at the Reader’s Digest Most 
Trusted Brands Awards for the third consecutive year.

Consumer awareness was enhanced during the  

 
 
year by an innovative marketing campaign featuring 
distinctive yellow sheep characters named “Ramsey” 
and “Lambert”.  That campaign stimulated interest 
in AA Life and our product range of life protection, 
attracting enquiries through all sales channels:  
AA Centres, over-the-phone, and online.  
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system. One study investigated how drivers perceive 
risks on the road while another examined the levels 
and types of traffic offending for young drivers and 
the pathway for youth through the justice system. This 
research will help guide the Association’s policy and 
advocacy focus. 

As crashes involving tourist drivers became a huge 
focus during the last year, the Association was 
motivated to become part of the Government’s Visiting 
Drivers project which sought measures to address the 
issues. Numerous initiatives were proposed, including 
engineering improvements to some roads, better 
practices from rental firms and more information for 
visitors on our road rules and driving safely while here.

With increasing demand for road infrastructure in 
the Auckland region, it was imperative that Members’ 
views be understood and represented. We conducted 
several surveys on the subject and also created 
a regular Auckland Matters publication to share 
Member views and stimulate discussion with the 
transport authorities. 

Mindful of the importance of government plans 
around road safety and infrastructure and transport 
issues, the Association made strong pre-election calls 
to all political parties urging action to improve the 
New Zealand transport system. We will continue to 
push for these changes which include more median 
barriers on highways, introduction of roadside drug 
testing, making cycling safer, replacing RUC with a 
diesel excise tax and improving public transport in 
Auckland.

Key numbers:

15 surveys to more than 25,000 AA Members on road 
safety and transport issues

9 submissions to the Government on transport issues

15 changes called for in AA Election Calls to create 
better, safer roads

driving programme, making the combined result even 
more impressive.

Also of note is the fact that these results were achieved 
without increasing club subscription fees.

The consolidated result for the year further 
strengthened the Association’s overall financial 
position giving it the ability to confidently plan for 
and invest in the future while continuing to expand 
benefits, either directly to Members or by providing 
the necessary resources to the motoring policy and 
advocacy work that the AA is associated with.

Financial Results
The continued expansion of Member benefits and 
services was possible because of a very strong financial 
result of the Association’s commercial activities and 
Joint Venture enterprises.

The consolidated result of $20.8m for the 2014/15 
financial year is attributed to no single activity but 
rather to a combination of successful trading of all 
divisions, the Joint Ventures, and prudent investment 
of the Association’s surplus funds. 

It is also worth noting that this result has been 
achieved after spending $2.7m on the AA Ignition free 

Advocacy
Another significant benefit of the Association is 
its continuing role advocating for road safety and 
motoring improvements on behalf of Members and 
the motoring public. The AA has been focussed on five 
areas in its advocacy work over the last 12 months and 
these will continue to be priorities. These are:

• Speed

• Drunk and drugged driving

• Visiting drivers

• One Network Road Classification system and   
 regional transport funding

• Auckland infrastructure

Each of these are significant, long-term opportunities 
to make our roads safer and better, and to make 
motoring more pleasurable. 

Mindful that speed is a factor in the road safety 
equation, your Association has been involved in 
a Government-led Safer Speed Programme.  The 
Programme is trying to change the way the public 
perceives speed, encouraging better conversations 
and risk appreciation.  It is also investing in new, 
more sophisticated methodologies to set safe and 
appropriate speeds more consistently across the 
country.  

We undertook several Member surveys on speed 
issues and the input and assistance from those 
surveyed is greatly appreciated.  

Pushing for alcohol interlocks to become mandatory 
for repeat or high-level drink drivers has been another 
major focus this year. The AA Research Foundation 
commissioned a study of the interlock programme 
to help guide future advocacy around this key road 
safety initiative. 

Alongside its study of the interlock programme, the  
AA Research Foundation commissioned several pieces 
of work tied to improving road safety and our transport 
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