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The work we do in support of our vision has many facets. 
Each focuses on developing deeper relationships with 
our existing Members while continuing to expand the 
range of services and benefits to provide even more 
compelling reasons for other Kiwis to join.

In the 2015/16 financial year, success in this regard was 
highlighted on two fronts. The first was unprecedented 
retention of our existing Member affiliation with 91% 
renewing their subscription. Second was the record 
number of first time Member sign ups. In fact, during 
the year 127,000 new Members were recorded. As 
a result, the AA finished the year with 1.54 million 
Members on the books, with an average growth rate 
of about 2500 every month.

An additional highlight on the Membership front was 
the growth on the business service side – another 
record smashed with an increase of 6.3% to more 
than 561,000.

The current financial year is on track to exceed that 
number again and just after the beginning of 2017, 
the number of personal AA Members exceeded a 
million. Combined with our vehicle-based business 
Members, the AA’s total Membership is now more 
than 1.5 million.

Broadening the range of services and benefits are 
just part of the equation. Just as important is the 
expectation that we deliver exceptional service in 
everything we do and provide quality products. 

This is critical across all services provided by the 
Association, but in particular in the areas with the most 
Member and customer contact such as Roadservice, 
the counter services in the Centre Network and vehicle 
repairs and service through our Motoring Services 
division.

Hand-in-hand with the continual enhancement of 
service delivery has been the broadening of our 
Member benefits range.

Since the incorporation of a single national Automobile 
Association more than 25 years ago, we have 
specifically looked for ways to provide more to our 
Members outside the traditional services and, each 
year, that range of benefits grows. 

The free Specsavers eye exam available to Members 
every two years is just one of those contributing 
benefits. It sits strongly alongside the AA Driving 
School’s AA Ignition programme, which offers three 
free driving lessons to new learner drivers who are 
Members or the children of Members. The School 
now offers our more senior Members access to Senior 
Driver, which provides a free driving assessment – 
initially from the age of 80, which we lowered to 74 
after it was introduced – as they enter the period of 
more frequent licence renewals. 

Those benefits also extend to advantages for 
Members when selection some of our other products 
and services noting AA Insurance, AA Life and more 
recently AA Health.

Beyond that, our philosophy of continually enhancing 
the value of Membership with no increases in the 
cost of subscription owes much to our drive to build 
strong commercial partnerships and the subsequent 
financial contribution as a result of their successful 
management. This enables us to operate strongly 
and provides the investment funding necessary to 
continue the search for new ways for the Association 
to be even more relevant to motorists by increasing 
the range of benefits on offer.

In the current environment, the Association finds itself 
in the fortunate and confident position of looking 
forward to a continual increase in Membership  
driven by a further development of the range of 
services and benefits, offered to Members with no 
additional cost.

in
The year

review
The AA’s longstanding vision is clear –  to forge a relationship with as 
many New Zealanders as possible that provides a suite of services and 
benefits that are, or become, indispensable to their mobility needs.
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From left, AA Chief Executive Brian Gibbons and AA President Trevor Follows.



6       NZAA ANNUAL REPORT 2015 – 2016

AA Smartfuel
AA Members saved nearly $30 million in fuel discounts over the year with the average active Member saving  
$54 over the 12 months. The total cardholder base exceeds 1.8 million and in the year to 30 June 2016 more 
than $80 million in fuel discounts.

AA Smartfuel’s key focus is continuing education on how to use the 
programme best and growing our retail partner base. 

The launch of the phone app has been a great tool to inform and educate 
Members on their fuel saving balance and how they can accumulate to 
save even more on their weekly fuel bill. Work will continue on improving 
the app and further grow its use.

After five years of operation, AA Smartfuel has entered a stage of strong 
growth. The year saw a number of changes with Caltex acquired by  
Z Energy and increasing competition from other fuel companies 
matching AA Smartfuel offers. None of them have the ability to 
accumulate the fuel discounts which is our key point of difference. 

During the year a big part of the focus was planning Countdown’s 
change from its standalone OneCard loyalty programme to offering 
AA Smartfuel discounts. With Countdown holding nearly 50% of the 
grocery market alongside fuel partners BP and Caltex with a similar 
share, AA Smartfuel is well placed to provide further fuel savings to  
AA Members with their everyday shopping. 

 

Membership
The financial year to 30 June 2016 saw unprecedented 
Membership growth with a net increase of 63,094 
Members to finish the year with some 1,544,014 
Members.

A record 126,717 new Personal Members joined the 
Association during the year, up nearly 17% on the 
previous year. A very strong Membership renewal 
rate of 90.16% saw the year conclude with 982,970 
Personal Members, a net growth of 28,735 over the 
year.

Records also tumbled with our Business Vehicle 
Solutions (BVS) Membership with net growth of 32,726 
to reach 561,044 Members, the year’s 6.3% growth rate 
comfortably surpassing the previous year’s growth 
rate of 5.1%.

Alongside the traditional Member benefits such as  
our iconic AA Roadservice, continuing development of 

existing and new Member benefits is helping to drive 
the record Membership growth.

New Membership benefits introduced over recent 
years include free vehicle safety checks, discounted 
movie tickets at EVENT Cinemas (when booking 
online at aa.co.nz), heavily discounted all-inclusive 
rates with Thrifty Car Rentals, and exclusive  
discounts accommodation and insurances alongside 
the very popular free eye check at Specsavers  
available to AA Members once every two years, and 
the AA Smartfuel programme.

The combined result of the Member benefits was 
an average annual saving for Members of $54.02, 
excluding any Roadservice callouts and free maps 
and guides. This is $1.61 less than the average cost 
of renewal, which means Members are getting more 
value than the cost of subscription.

AA Motoring Services
The main focus for AA Motoring Services during the 
year was continuing to grow our network of AA Auto 
Centres, a one-stop-shop for all motorists’ needs.

During the year we opened sites in Whangarei and 
Christchurch Airport, as well as converting several  
AA Auto Service & Repair outlets to AA Auto Centres.

The changes to the Warrant of Fitness (WOF) intervals 
continued to see decline in volumes with many  
 

 
 
vehicles now requiring just one inspection every year. 
New vehicles are able to avoid inspection for three 
years.

High volumes of used car arrivals continued to keep 
the Association’s compliance services busy. 

On the free Member advice front, increased depth 
and detail in the online space ensures information is 
available around the clock.
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AA Roadservice
The AA continues to grow and maintain its position as the 
premier provider of roadside assistance services for New 
Zealand motorists. 

The goal is to consistently deliver a quality service to 
Members – both on the scene of a breakdown  and proactively 
managing attendance and any potential delays by providing 
accurate response times to keep them well informed.

During the year key service improvements involved 
continued expansion of AA Roadservice’s flexible resourcing 
models made up of a mix of Contractors and AA’s valued 
Service Officers.  As a result, the AA continues to better meet 
peak demand periods and improve service levels. Pleasingly, 
the Member Service Monitor measures continue to remain 
well above target levels.

In addition, the AA continues to drive innovation and 
efficiencies such as beginning the rollout of automated job 
workflow for all of our Service Providers and ‘Track My Job’ 
which gives Members the ability to follow their assigned 
Service Officer through the Roadservice phone app.

AA Roadservice has also rolled out a Roadside Safety 
Improvement Programme, ensuring the team has a safe 
working environment and complies with strengthened health 
and safety legislation. The programme identifies a number of 
key improvement initiatives and opportunities which include 
the visibility of our breakdown vehicles and better lighting 
with brand decals, roadside hazard identification and risk 
reduction methods.

Service Officers, AA Assist, AA Battery Service and Contractors 
attended more than 480,000 jobs over the year: 

• 39% for flat batteries 

• 14% for mechanical and electrical faults

• 17% for towing services 

• 8% for lockouts 

• 9% for tyre changes  

• 6% for fuel  

Roadservice attended 88% of our Member calls within 60 
minutes and were able to mobilise 92% of all breakdowns.

  
Driver Licensing
Additional automation by the Transport Agency saw a 10% reduction in driver licence transactions for the year 
compared to the previous 12 months.

Learner licences grew by 9% with 121,537 of these processed at AA licensing outlets.

Following the 20% increase in overseas conversions for the previous year, there was a further increase of 16%.

The AA continues to be Transport Agency’s largest service delivery channel, providing driver licensing transactions 
from 77 fixed locations and, 24 smaller communities which are serviced by three regionally based mobile units.

Vehicle licensing, including registrations, change of ownership and road user charges transactions are provided 
by all driver licensing sites as well as from the AA’s Vehicle Testing stations – a total of 90 AA locations.

Driver Education
The AA Ignition programme offering three 
free driving lessons to new learner drivers 
finished the financial year with almost 19,000 
sign-ups after its first full financial year of 
operation.

In late November 2015, the AA Driving School 
launched AA Road Code Practice Tests – a tool 
to help pre-learners prepare for their theory 
tests. After seven full months of operation, 
more than 31,000 people have bought  
AA Road Code Practice Tests either online or 
in an AA Centre.

In addition to helping customers prepare 
for their learner licence, another focus for 
the year was the development and launch of 
the Simulated Driving Test designed to help 
students prepare for their restricted and full 
practical tests. After its launch in December 
2015 more than 1000  were taken.

AA Driving School – Fleet & Business has 
increased its reach again this financial 
year with a stronger focus on health and 
safety practices in the workplace. Defensive 
Driving Plus was launched and incorporates 
the Defensive Driving for Fleet & Business 
theory session followed by a practical in-car 
session. Feedback from this course has been 
extremely positive to date.
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AA Traveller
AA Traveller’s quest to be the champion of domestic 
tourism is progressing well. 

The business has continued with successful 
development of new niche publications. These 
include two very successful NZ Cycle Trail  
publications alongside the Great New Zealand Golf 
Guide produced in partnership with Tourism NZ.

In addition, we produced two Chinese language 
editions of Travel Around New Zealand – separate 
editions for both the North and South Islands.

We continue to produce more than three million 
popular maps and guides. 

In February 2016, we launched a new Best Price 
Around promise, allowing AA Members to book 
accommodation with confidence knowing they’re 
getting the best price available on the day of booking.

From March to October 2016 we led the nationwide  
AA Traveller Great Spot campaign designed to stimulate 
domestic tourism during the off-peak season. 

The campaign generated 885 bookings for campaign 
partners which included Thrifty Car Rentals, Real 
Journeys, Skyline Rides, Ngai Tahu Tourism and Fullers 
Intercity.

Content for the AA Traveller monthly email has been 
segmented geographically, with Upper North Island, 
Lower North Island and South Island versions now 
produced to promote drive tourism. 

AA Finance
Following the previous year’s 52% increase in car 
loans, the 2015/16 year continued with this dramatic 
growth achieving a further 65% increase.

Planning for the introduction of AA Personal Loans 
commenced during the final quarter, with a launch 
date of September 2016 for this new product.

An additional three business managers were added 
during the year to the Christchurch car loans call 
centre, which operates seven days a week.

 
 
Customer satisfaction, as measured by an external 
and independent supplier, continues to increase from 
already sector-leading levels. 

The average car loan is now closer to $16,000, up from 
$14,000 12 months ago, and the average term for new 
loans is still about 39 months.

Attracting borrowers from other, more expensive 
finance companies has been a significant achievement 
this past year.
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AA Insurance
This year, AA Insurance has 
invested significant time and 
effort in finalising its new claims 
and services systems, which were 
adopted last year in partnership 
with Suncorp. 

These systems have enabled 
AA Insurance to provide added 
value benefits for customers such 
as Multi Product Discounts and 
Excess-Free Glass Cover. They’ve 
also enabled the launch of a new 
Landlord policy, which includes 
optional benefits for additional 
cover designed to cater for risks 
specifically associated with owning 
a rental property.

These refinements and addi-
tions have further bolstered  
AA Insurance’s reputation in the 
marketplace, meaning more 
New Zealanders are not only 
recognising the brand, but are  

 
 
also giving greater consideration 
to its home and contents products, 
along with car. 

AA Insurance’s reputation as 
an award-winning insurer also 
continues to grow, not only 
for value-for-money policies, 
outstanding service and online 
capability, but also as a large 
workplace employer.  The company 
has won the Direct Insurer of 
the Year Award for the past four  
years, and was recognised for 
the second year in a row by the 
Corporate Reputation Survey, 
rated third out of 50 companies.

For the past four years,  
AA Insurance has won Canstar 
Blue’s Most Satisfied Customers 
award for Home and Contents, 
the Reader’s Digest Most Trusted 
General Insurance Brand for the  
past five years, and the Reader’s  

 
 
Digest Quality Service Awards 
for Home and Contents, and Car 
insurance for the second year. 

AA Insurance’s focus on achieving 
profitable growth has delivered 
strong customer and policy growth 
and enabled the company to  
provide solid returns to its 
shareholders. From a growth 
perspective, more people are 
choosing AA Insurance as a 
provider for their home and 
contents insurance as well as 
their car insurance. Finalising the 
new systems will facilitate further 
efficiencies for the benefit of 
existing and future customers. 

Along with the new systems 
installation, AA Insurance also 
continues to look ahead to the 
future of insurance, to consider 
what that may look like for  
New Zealanders.

AA Life
AA Life is committed to making life insurance simple 
for all New Zealanders. It has continued to grow its 
customer base and policy sales again this year. 

Part of this growth came from extending the sale 
of Funeral Cover to allow family to purchase cover 
for a loved one. It was again named New Zealand’s 
Most Trusted Life Insurance Brand at the Reader’s 
Digest Most Trusted Brands Awards for the fourth 
consecutive year.

 
 
Also, television commercials fronted by Ramsey and 
Lambert, the yellow father-and-son sheep duo, have 
been consistently voted as one of New Zealand’s 
favourite ads through the year. 

Campaigns centred around their adventures continue 
to generate inquiries about AA Life’s life protection 
products, through all sales channels: AA Centres 
and over-the-phone, with particularly strong growth 
online.
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The AA Research Foundation delivered several major 
studies, including a ground-breaking examination of 
traffic offending by youth. A massive amount of court 
time and resources involves traffic offenders and this 
research looked at whether driving offences were 
leading young people into the criminal justice system 
and if there were more effective interventions. The 
AA Research Foundation also partnered with the NZ 
Transport Agency in its first major joint-funded project 
to investigate how the visual appearance of roads 
impacts on the speeds that drivers travel at.

In Auckland, the AA led calls for the Auckland Transport 
Alignment Project to be established and for local and 
central Government to work more closely together 
on the city’s future transport plans, both of which 
happened. The AA was also a leading voice in the 
public debate around congestion and road-pricing, 
using Member surveys to show what people think and 
also setting up a congestion monitoring tool that will 
strengthen our future advocacy in this area.

The team also led a top-to-toe review of the Students 
Against Dangerous Driving (SADD) charity, which 
spreads the safe driving message to young people 
in 77% of New Zealand colleges. This led to SADD 
extending its focus beyond just drink driving to now 
encourage sober drivers, safe speeds, no distractions, 
avoiding risk, driving to the conditions and building 
experience.

AA Advocacy key numbers

• 19 surveys of AA Members

• 10 submissions made to central Government

• Nearly 200 meetings of AA District Councils across  
 17 districts

• More than 7000 news stories where we featured

performed strongly. 

It is also worth noting that this result has been 
achieved after spending $3.5m on Member initiatives 
such as the driver education programmes for learner 
and senior drivers and grants to the NZAA Research 
Foundation and SADD Aotearoa.

The result has seen a further lift in the Association’s 
financial position with net assets now being just under 
$200m thus providing the necessary reserves to not 
only fund future developments and Member benefits 
but to also take advantage of investment opportunities 
that may present themselves.

Financial Results
The Association has had another strong financial year 
recording a consolidated result of $18.3m. 

While this was down slightly on the previous year’s 
result of $20.8m revenue, equity returns from our 
joint ventures were up by 4% and 19% respectively. 
However, the investment return from surplus funds 
under external management was down by $4.3m 
against the previous year, a reflection of the volatility 
in financial markets over the 12 months. 

While the joint ventures continue to be a major 
contributor to the consolidated result  the Association’s 
trading result through the Club, from Membership 
subscription income, and the commercial arms also 

Advocacy
The AA’s advocacy efforts made significant differences 
in road safety, better transport infrastructure and 
battling congestion over the 12 month period.

One of the greatest successes came in the ongoing 
fight against drunk driving. Having championed 
alcohol interlocks for years as the best way to keep 
roads safe from drunk drivers, the government 
announced its intention to make them mandatory for 
many offenders. This is going to help keep innocent 
people safe on our roads. 

With deaths and injuries on New Zealand roads having 
stopped falling in recent years, a priority for the 
government has been considering new ways to ensure 
people are travelling at safe speeds. The AA has been a 
partner in this, providing a perspective from everyday 
drivers. It has led to a new Speed Management Guide 
being created for local authorities to use. The guide 
will identify which roads have the highest risk around 
the country and ways they can be made safer.

Improving the quality of roads is another key to 
making them safer and there has been progress here 
as well. The AA’s calls for more highways to have 
safety features like barriers and rumble strips added, 
were answered when the government announced 
it would invest $600m over six years to upgrade 90  
high-risk rural highways. These upgrades are  
predicted to prevent 900 deaths and serious injuries 
in the following decade.

The Advocacy team worked with other groups across 
the AA to produce a major submission on the future of 
driver licensing. The possibility of people being able to 
renew their licence online and removing the need for 
an eye-test were being considered by the government. 
The Advocacy team surveyed Members to understand 
their views on the controversial proposed changes.
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AA and the AA logo are registered trademarks and the colour combination YELLOW and BLACK 
is a trademark of The New Zealand Automobile Association Incorporated.
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