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We’re
honest

We’re
friendly

We
solve it

We’re
experts

We’re
a team

Our values

2022 was a year of evolution for 
the AA. 
We focused on being there for 
our Members, no matter what, 
and setting in motion our plans 
for a stronger future, to ensure 
we stay by our Members’ sides at 
home, away, on the road and in 
times of need.

KEY



3NZAA ANNUAL REPORT 2021 – 2022

1000+
EMPLOYEES

36
AA CENTRES

4
CALL CENTRES

40
AA AUTO CENTRES

150
AA APPROVED REPAIRERS

4
AA VEHICLE TESTING STATIONS

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

KEY

AA Centres AA Motoring sites AA Driver & Vehicle Licence Agents AA Offices
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2022
at a glance

1.84M
AA MEMBERS

2%
MEMBERSHIP GROWTH

65,000+
INSURANCE POLICIES ISSUED

450,000+ 
AA ROADSERVICE JOBS FOR THE YEAR

800,000
DRIVER LICENCE TRANSACTIONS

120,000
LEARNER LICENCE TESTS

800 TONNES
OF SCRAP METAL RECYCLED BY AA BATTERY

UP TO $200,000 
MEMBERS SAVED AT BURGERFUEL, PITA PIT  
AND MAD MEX RESTAURANTS NATIONWIDE 

$7.9M+
MEMBERS SAVED ON THEIR FREE EYE TEST AT SPECSAVERS 

$650,000+
MEMBERS SAVED AT TORPEDO7

67,000+
MOVIE VOUCHERS BOUGHT FOR EVENT CINEMAS
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As I look back on my first year as CEO of the AA, I am proud of how we have continued to serve our 
Members inspite of extremely challenging operating conditions, and for a third consecutive year.

Our people have shown remarkable resilience, and the compassion for our Members, customers, 
wider-communities and colleagues has been exceptional. I have no doubt as to how the AA has 
maintained such a strong reputation of trust amongst Kiwis over the past 120 years.

The dedication of our people and our customer-first ethos, along with the strength of our brand enabled 
the AA to navigate the year’s turbulence and while our services were impacted our Membership grew 
by 2% to almost 1.84m Members.

While it is modest growth, in a year with low immigration and skyrocketing costs-of-living, it’s incredibly 
pleasing, and humbling, to know that Kiwis continue to see value in being an AA Member.

Disappointingly, but not alarmingly, we recorded a trading loss for the first time in many years due 

OUR CEO

AA CEO NADINE TEREORA

A letter from
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to the turbulent trading environment experienced globally. However, our Association has been built 
with resilience, we remain in a strong position and continued to deliver on our existing products and 
services.

One of our greatest strengths is our founding notion to provide a quality service to Members and we 
bolstered this commitment by setting a new strategic intent. This renewed approach has given us 
fresh focus on what we must do to ensure the AA continues to meet the needs of Members and is set 
up for another 120 years of success.

We have already made good strides here with the roll out of our EV mobile charging vans and Rapid 
Recovery Vehicles as well as the extension of our roadside assistance service to cover bicycles and 
e-scooters alongside e-bike cover. Work also got underway to build our digital maturity and deliver 
a seamless customer experience, and as part of this we were pleased to bring our AA Driving School 
platform, AA Driver’s Seat/AA Te Kaiurungi to market.

As we move into FY23, we expect operating conditions to remain challenging however we have a solid 
team with the expertise and experience we need to navigate this and drive the next phase of our 
legacy.

We welcomed Phil Coster and Kath Woollard to the Senior Leadership team in their respective roles of 
Chief Technology Officer and Chief Experience Officer to support our work mapping the best possible 
experience and helping Members easily connect to everything that is available within the AA network. 

Our first ever Chief Mobility Officer, Jonathan Sergel, was also appointed, clearly signalling our 
evolution beyond simply supporting cars, to helping our Members in whatever mobility choice they 
make. 

Our renewed intent puts us in strong shape. I am confident in our strategy and how we are organising 
ourselves to achieve it. We are investing in systems and infrastructure and are building the capability 
of our people, and above all else, our proud history of service continues to underpin our next steps 
into the future. I am excited about the opportunities ahead and am eager to see what we will achieve.

To conclude, thank you for your support and for continuing to choose the AA. 

I would also like to recognise Gary Stocker who concludes his three-year term as President on the  
AA Board this year. Gary took on the role as the pandemic emerged and his three years have been 
unlike any other. Nevertheless, his leadership and steadfast commitment to the AA has served us well 
over this turbulent period. On behalf of everyone at the AA, we wish Gary, Ann and the rest of the 
family all the very best for the future. 

Ngā mihi nui

Nadine
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Despite another year that was not without its challenges, the AA has made good progress and we were 
steadfast in our commitment to Members. We continued to deliver new benefits, and, pleasingly, our 
Membership continues to increase.

This is a significant accomplishment given the turbulence of the year. Early on, we were again affected 
by Covid-19 with Auckland in lockdown for over 100 days and the rest of the country also spending 
time under restrictions. The second half of the year saw us navigate the ongoing impacts of the 
pandemic alongside global events which delivered a cost-of-living crisis, a tight labour market and 
supply chain challenges alongside high rates of winter ills and several major weather events.

I want to commend our 1000+ team members, Board, National and District Councillors for their 
resilience and hard work; they truly make the AA what it is and are the heart of our business, and 
despite a barrage of challenges they have continued to rise to the occasion. 

While the environment around us is still somewhat volatile, we are in good stead for the future as we 
enter an exciting new chapter in our history, led by our new CEO Nadine who joined us in February 
2022.

Since taking the helm, Nadine has made good inroads in shaping our future direction to ensure the 
ongoing success of the AA, and that Membership is truly indispensable.

This work resetting our strategic planning, has brought focus onto the things that we need to do as an 
organisation to remain relevant and meaningful to our Members now and into the future, no matter 
what mobility option they choose.  

As we approach our 120th year, we do so with a fresh purpose, clear priorities, a deeper understanding 
of what we need to do for a successful and sustainable future as well as an invigorated commitment 
to deliver outstanding service to our Members.

With this plan, I am confident that the AA is poised for a prosperous future, and I look forward to the 
journey taking shape. Our foundations are strong, and we have the ability to adapt and be flexible, 
so while times may still be uncertain the AA’s reason for being is not, and this will serve us well as we 
look to FY23 and beyond. 

As I look back at my three years as AA President, while it has not been what I expected, I have relished 
the position, it has been honour and privilege and I am proud of what we have delivered. 

In closing, I want to thank our Members and the New Zealanders who have continued to support and 
place their trust in us. Thank you also to Nadine and the AA Executive Leadership team who have 
done a stellar job of steering the ship, and to my fellow Board Members, in particular Vice President 
Mark and our National Councillors, for their ongoing support.

Thank you and go well.

Gary

FROM OUR
DEPARTING 
PRESIDENT

AA PRESIDENT GARY STOCKER

A letter
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The foundations for the AA’s future success were laid in FY22 with a new purpose and strategic intent 
outlined to guide the Association’s focus over the next five years. 

The AA has played an important role in the lives of New Zealanders for over a century, and this work 
seeks to ensure that the AA’s role remains meaningful and relevant for many more years to come.

“It’s about being match-fit for the world around us, today and in the future,” AA Chief Strategy Officer 
Mark Savage said.

“Times have changed rapidly, particularly so in recent years, and as we draw ever closer to celebrating 
our 120th anniversary next May, we want to build on our previous accomplishments and ensure that 
we are sustainable for the next 120 years.

“That means continuously evolving to meet the needs of our present and future Members, so our new 
purpose and priorities have been developed to help us achieve this.” 

In setting the new strategic direction, Mark said a raft of research was 
undertaken and AA Members, employees, business partners and Board 
representatives were consulted to identify common concerns and make 
clear what role they wanted the AA to play. 

“It’s a huge privilege to have the trust of 1.8m New Zealanders and play a 
part in so many different facets of their lives, so listening has been a critical 
part of this process to shape our future direction.

“We had some great conversations which pinpointed several key areas that 
resonated universally, and which underpin our over-arching purpose and 
intent.”

Firstly, what makes the AA unique, Mark explains, is that the AA is first and 
foremost a Member organisation and caring for Members is at its core.

“Our Members make the Association. We exist for them, they are our DNA, 
so delivering value to and for them is our “why” and that means caring 
about the things that are important to them; how they travel, where 
they live, and the environment that all of us in Aotearoa share and have 
responsibility for.”

With this in mind, three focus areas have been laid out as the cornerstones 
for action: Member Loyalty & Engagement, Sustainable Mobility, and a 
Connected, financially sustainable and powerful AA ecosystem.

Secondly, is the Association’s new purpose: Caring for our Members and 
the people, spaces and places that are important to them, which Mark 
explains aims to clearly encapsulate why the AA, and the host of Member 
Benefits and services it provides exists.

And thirdly, encircling both the purpose and strategic priorities is a new 
strategic intent: To be the most loved, trusted and connected brand in 
New Zealand.

STRATEGIC DIRECTION
Setting our
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“We know that we are already well placed in the trust stakes and want to push further to attain the 
kind of emotional bond that truly makes a brand integral to New Zealand,” Mark said.

“Being loved, trusted and connected means we understand what’s important to our Members and 
their changing needs, and in turn they know exactly what we can offer to make their lives easier.”

To support the accomplishment of these objectives, the AA has realigned its operating model. This 
includes the pivotal Chief Mobility Officer role, which will continue to develop the AA’s already strong 
set of core vehicle, driving and mobility related services and extend these into sustainable mobility, 
as Members seek to use these solutions more. 

“While the AA is famous for AA Roadservice, we have become so much more than that - mobility 
reflects this and how the world is evolving,” Mark said. 
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TAKING THE AA INTO THE FUTURE
Evolving mobility

Former AA General Manager 
Motoring Services Jonathan Sergel 
has been appointed as the inaugural 
AA Chief Mobility Officer and is 
tasked with guiding the Association 
to achieve its new goal of leading 
New Zealand in the transition to 
more efficient and environmentally- 
friendly mobility solutions.

“I’m delighted to be taking on 
this role, which represents an 
understandable evolution for the 
AA.

“It’s definitely a ground-breaking 
role for the AA, but at the same time 
it makes perfect sense because 
Kiwis already see us as the place 
for trusted information on all things 
mobility, and we want to keep building on the relationship that already exists.” 

For Jonathan, mobility is an evolving and holistic term, and he will work to provide clarity to Members 
and help them make safe, sustainable choices no matter what mode of transport they choose.

“Mobility is all about integrated transport solutions, now and into the future, and what it means today, 
in a few months, a year or even in five years, will be different.

“It’s all encompassing and it’s only going to evolve more and more rapidly, so my role will be to make 
sure that our Members, and all New Zealanders are able to keep pace with that change, with all the 
information that they need at their fingertips.

“We want to help our Members to make informed decisions on all the transport solutions they own or 
use, and provide the services they need to support them.”

Jonathan said the role also encompasses the AA’s own mobility decisions and the service Members 
receive on the roadside in the future. 

“We’re conscious that while we have the experience that being in the industry for nearly 120 years 
brings, we need to keep modernising and improving our roadside services and products – we want to 
keep surprising and delighting our Members, and providing even more little extras that can really turn 

what starts as a bad day if you’ve broken 
down by the side of the road, into one 
where you’re grateful that you’ve had 
the experience you did.” 

“And the same if you are getting your 
vehicle serviced or a Warrant of Fitness, 
we want it to be a flawless customer 
experience, where you leave knowing 
that everything’s been taken care of 
and you can have that peace of mind, 
no matter what type of vehicle you are 
driving.”
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EVOLVING

Chief Technology Officer Phil Coster joined the AA part way through 
the year and now is full steam ahead with leading a significant IT digital 
transformation, which is shaping up to be the biggest digital shift the AA 
has ever seen.

Hand-in-hand with the advent of the 2030 strategy, and critical to the 
AA’s freshly laid intent to become the most loved, trusted and connected 
brand in New Zealand, Phil said the IT digital strategy aims to support 
the delivery of a raft of innovations and initiatives that generate greater 
value for AA Members, customers and employees. 

“It’s an exciting time in the AA’s history, we’re revitalising the IT digital 
strategy and looking out at the next 5-10 years in terms of the opportunity 
for Members and for driving growth and driving loyalty, and IT is at the 
heart of all that.

“When you look at the AA’s overarching strategy and the key priorities, IT and digital touch every part. 
Our team must mirror the organisation’s ambitions, and position ourselves in a way that not only 
supports the organisation to succeed but also enables change and growth.”

For Phil that means moving beyond a traditional IT service approach and shifting to a business 
partnership model.

“IT, across many organisations, has long been considered a support function but this is no longer 
the case and I believe that IT should also be an enabler and drive success through delivering value 
internally and externally.

“This is a big part of our transformation, and our aspiration as AA’s Information Technology and 
Digital team is to be a business accelerator with the capability to collaborate, identify opportunities 
for growth and innovation and be responsive to the needs of the organisation.

“It’s a move from being ‘just IT’ to the digital engine of the AA.”

As a diverse and multi-faceted organisation, Phil acknowledges that this shift comes with plenty of 
complexities but says the opportunities are greater.

“Our commitment to meeting the needs of Members is front and centre to this transformation, and 
this work will ultimately deliver significant value to Members.

“We’ve seen unprecedented change in recent years and the rate of change continues to be rapid. To 
remain relevant and deliver the high standard of service our Members expect we have to keep pace, 
upskill and evolve as our Members and technology do.

“If we’re going to make the AA a truly 
loved, trusted and connected brand it’s 
essential we deliver value at the right 
time and in the right way, and to do 
that we must understand and engage 
each Member more personally, which 
we can only do by knowing them better.

“There’s immense benefit both 
internally and externally in this. We’ll 
operate more efficiently, be able to 
meet demands faster, be more resilient, 
more flexible, have stronger security 
and, ultimately, deliver Members 
and customers a simplified yet more 
meaningful experience.”

Technology
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HOW WE CREATED VALUE IN FY22
Roadside rescue just a phone call away
With over 450,000 callouts, it was another busy year for Roadside Solutions.

As essential workers, this frontline team again faced the brunt of the pandemic navigating restrictions 
and battling Omicron and winter flu outbreaks alongside operational cost pressures and labour 
shortages, which led to a greater reliance on the contractor network.

However, amid the disruption, high levels of service were maintained with Service Officers arriving 
within 60 minutes 79% of the time. Flat batteries were once again the leading reason AA Members 
called on AA Roadservice, closely followed by breakdowns needing a tow truck. 

In recent years, demand for towing has steadily increased as the evolution of vehicle technology has 
made it harder to mobilise a vehicle on the roadside. In response, the AA launched a Rapid Recovery 
Vehicle (RRV) service.

Designed to take some of the time and hassle out of a vehicle break down, the RRV removes the need 
to call for a tow truck. Instead, it deploys its trailer, lifts all four wheels of the broken-down vehicle and 
does the towing itself. It takes around 10-15 minutes to load a vehicle and as an RRV can lift up to 2.4 
tonnes it’s able to carry most personal vehicles.

 

AA General Manager Roadside Solutions Bashir Khan said the RRV complements the skills of  
AA Service Officers and is an important part of the future of AA Roadservice.

“We know how frustrating it is to have to wait for a tow truck if we’re unable to get you back on the 
road, and our RRVs aim to mitigate that.

“By investing in these trucks we’ve halved waiting times at jobs where a Service Officer needs to call 
a tow truck and are reducing operating costs and carbon emissions through the reduction of second 
leg jobs.
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“We’ve also been able to expand into areas, like Queenstown, where it’s not been feasible for us to 
provide service previously.”

Eight RRVs are currently in operation across the country and plans are in place to grow the fleet and 
improve the scope of these vehicles in FY23.  

Bashir said the RRV is just one way the AA is evolving roadside service and good progress was also 
made this year to ensure Members are supported whatever their mode of transport. 

“As our Members favour more sustainable and active modes of transport we recognise our offer 
needs to reflect these mobility choices.

“Following the success of our inaugural EV mobile charging van launched in Wellington last year, we 
were pleased to deploy vans into Auckland and Christchurch, and also complement our roadside 
e-bike cover with the addition of bicycles and e-scooter cover.”

Rounding up a successful, albeit challenging, year for the division was record Membership numbers 
for Business Vehicle Solutions (BVS), the arm of AA Roadservice that provides services to vehicle-
based Members such as insurance companies, motor vehicle dealerships and car and campervan 
rental companies. BVS ended the year with a record 743,000 vehicle-based memberships.

The division also successfully won three new significant business customers (Polestar, Ezi Rentals and 
ETCO) and resecured three major accounts (BMW, GWM/HAVAL & Hertz Rentals).
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PROVIDING PEACE OF MIND 
with AA Plus

AA Plus has gone from strength to strength this year with a third of AA Members now choosing 
to upgrade their Membership with AA Plus and minimise the expense and disruption of a major 
breakdown away from home.

 “When you’re out on the road and far from home the last thing you need is the hassle, delay and 
expense of an unexpected vehicle breakdown,” AA Club Developments General Manager Dougal Swift 
said.

“With AA Plus you’ve got peace of mind that you won’t get caught short in an unfamiliar place and can 
get your travel plans back on track.”

For AA Plus Member Jandy Thomson, that’s exactly what 
happened when car trouble came calling on an out-of-town 
work trip and Jandy found herself in an unfamiliar city, late at 
night with no way to get home. 

It’s a scenario a horror movie could start with, but for Jandy 
the evening wasn’t the stuff of nightmares and instead an 
“adventure” she remembers fondly thanks to the service she 
received as an AA Member.

“I’d driven from Auckland to Hamilton and about 10 minutes 
away from where I was headed, I noticed a strong smell 
coming from my car’s engine. I was following the sat nav and 
really had no idea where I was so forged ahead to make it the 
meeting,” Jandy recalls.

“After the meeting we looked under the bonnet but neither 
myself nor my clients knew much about cars, and I quickly realised help was needed. By this time, it 
was past 7pm and with no-one about my clients suggested I drive to a nearby service station.

“I made it there and called the AA, who said to hold tight, a Technician would be there soon. I thought 
it could take a while and it wasn’t likely to get home for the night, so although the Service Station was 
closing and I couldn’t get inside, I managed to get a hot chocolate, magazine and toothbrush.” 

From bad to better

When the Technician arrived, he delivered Jandy the bad news that the car wasn’t driveable and that it 
would need to be towed to a repairer. As an AA Plus Member, Jandy’s Membership covered the towing 
as well as an emergency rental car and accommodation as she was more than 100km from home.

A quick call back from the AA Customer Service Representative confirmed that both had been organised 
and that a taxi would come and take her to a motel. With a bed for the night sorted and the car safely 
towed you’d think that’s where the story ends but for Jandy what followed exceeded all expectations.

“The tow truck operator could have easily taken the car and gone but he was mindful that I’d be 
stranded alone in an industrial sub-division with no-one around, so he waited with me and asked if I 
needed anything.

“I really needed a restroom but with the Service Station closed there was nowhere to go, so he 
suggested we drive in his truck up to the nearby Warehouse which was open until midnight, it was 
incredible service and I was so thankful for his kindness.”

By the time Jandy eventually got to the motel it was nearly 11pm, but the concierge had waited up and 
much to her surprise had the foresight to think about what she might need. Jandy had expected she 
might get a cup of tea and with any luck some snacks from a mini-bar, instead she was surprised to 
find a man waiting with a Chinese takeaway menu.

“I was blown away, the hotel concierge had convinced the next-door Chinese takeaway to stay open 
until I arrived so that I could get a proper meal. The concierge was also aware that I’d have nothing 
with me and let me know Kmart was open late and just a short walk away,” Jandy said.
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“I dashed to Kmart for a few essentials and arrived back to a 
freshly made sweet and sour fish. I couldn’t believe the service 
I was getting; it was gold.

“It could have been a stressful experience but was quite the 
opposite. Every person I encountered had thought ahead 
about my wellbeing and gone out of their way to make sure I 
was taken care of. 

“It was just amazing, and I was able to get a good night’s sleep 
feeling confident that in the morning a taxi would be waiting to 
get me to the car rental office”.

It could  
have been  
a stressful

experience but  
was quite the 

opposite

It was 
incredible service 

and I was so  
thankful  

for his 
kindness

DELIVERING REASSURANCE

Having been an AA Member for many years, and only needing 
to call for roadside assistance once before, it would have been 
easy for Jandy to wonder what she was paying for.

“My AA Membership took all the problems away. I’d been a 
Member for years and while this was only the second time 
I’ve had to call for help, the service I received was worth every 
penny.

“For someone like me who drives frequently out of town 
alone, it made me realised how vulnerable I could have been 
without it. And I’m sure there are many others who could find 
themselves in a similar situation.

“The peace of mind knowing that help is just a phone call away 
is fantastic, and I wouldn’t be without it.”



16  NZAA ANNUAL REPORT 2021 – 2022

GIVING A
helping hand at home

DIY may have long been a quintessential Kiwi 
pastime, however if the popularity of AA Home is 
anything to go by, Kiwis are, perhaps, now preferring 
to down tools and call in the professionals.

Online bookings for minor maintenance, 
installation and repairs through AA Home Book a 
Job were up a phenomenal 209%, while AA Home 
Response emergency jobs were up 77%.  Overall 
subscriptions to AA Home Response grew 9.5% 
year on year, and AA Home Response Plus by 27%. 

Launched last year in Auckland, and quickly 
expanded to Hamilton, Tauranga and Rotorua, 
AA Home Book a Job is now available in 13 
regions across the country. It provides access 
to AA approved tradespeople for minor home 
repairs, installation and maintenance services 
related to electrical, plumbing and locksmith jobs. 
Handyperson jobs can also be booked in some 
areas, with air conditioning services also being 
trialled.

AA Home Commercial Manager Bek Wall, is 
delighted with the progress of AA Home Book a Job 
and believes the offer is truly resonating with Kiwis.

“The AA has built a reputation for being there for 
Kiwis in times of need as well as providing useful, 
trusted advice. Book a Job is a natural extension 
to our existing emergency response subscription 
service.

“Our homes are often our biggest asset, requiring 
maintenance to stay in good condition, but we 
often don’t have the time or skills to do the jobs ourselves. It can also be costly if you get things wrong. 

“People are often nervous about choosing a tradesperson. They’re lots of horror stories out there and 
while most tradespeople aren’t cowboys, the peace-of-mind that you’re getting a trusted professional 
with AA Home Book a Job goes a long way.”

Awesome service,  
will keep using!!

I found the 
tradesperson easy to 
relate to, extremely 

practical and quick to 
carry out the repairs 

needed. Would readily 
use him again.

Very friendly and efficient. 
He took time to explain 

everything too. Thank you!! 
Highly recommend.
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MEETING
motoring needs

AA Motoring Services continue 
to provide a one-stop shop for 
all motorists’ vehicle servicing 
and repair needs.

An AA Auto Centre opened 
in Whakatāne, increasing 
the group to 40 across New 
Zealand and three motor 
vehicle traders joined the 
Preferred Dealer Network, 
launched last year to give 
motorists greater confidence 
buying a car, bringing that 
Network total to 29.

“Despite a turbulent year we remained focused on enhancing our products and services and were 
pleased to grow our network and achieve year-on-year sales growth for a third year running,” AA Chief 
Mobility Officer Jonathan Sergel said.

“To again see growth throughout the Auto Centre network with both new stores and existing stores 
seeing increased turnover, is absolute testament to the hard-work and dedication of our people.”

While lockdowns grounded operations, once restrictions lifted there was a surge in demand for 
Warrants of Fitness (WoFs). In total over the year more than 70,000 WoFs were completed.

Restrictions also hampered the used-car market, with nearly 30% less vehicles arriving to our shores in 
the FY22 calendar year than in the year prior. However, despite this, the volume of Entry Compliance 
inspections undertaken by the AA grew by 9.46%.

Motorists also continued to seek advice from the AA by way of the free motoring advice consultation. 
The AA Motoring Blog also remained popular receiving almost 700,000 unique visitors. AA Motoring 
experts also regularly published car reviews and motoring advice through the blog and in media and 
wrapped up the year providing their expertise as AA DRIVEN New Zealand Car of the Year judges.

Motoring Services also represented the AA on two automotive product stewardship working groups 
governed by Auto Stewardship New Zealand: Tyrewise and the Battery Industry Group. 

During the year, Tyrewise implemented the country’s first tyre recycling scheme, which will see the  
6.5m tyres that reach their end-of-life annually, recycled.

Jonathan believes the scheme will be revolutionary in terms of New Zealand’s sustainability efforts.

“Confirmation of a 2023 start for Tyrewise is a positive step forward in the automotive industry’s 
desire to mitigate its environmental impact.

“Tyre stockpiling, illegal 
dumping and harmful disposal 
has long been a concern, and 
Tyrewise gives the industry 
clarity while also ensuring all 
appropriate parties contribute.

“We are thrilled the start line is 
in sight and while it has taken 
time, we are hopeful this work 
will ensure the success of this 
scheme.”
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AA Driving School has long 
been committed to ensuring 
Kiwis know how to drive safely, 
and this year new Member 
Benefit AA Driver’s Seat/ AA Te 
Kaiurungi was launched to do 
just that and better support 
drivers of all ages and stages.

AA Driver’s Seat/ AA Te 
Kaiurungi gives AA Members 
access to heavily discounted 
lessons as well as pay-as-you-
learn options through a new 
online booking and payment 
system. New lesson types were 
also introduced, including a 
one-off introductory Starter 
Session that enables new 
drivers to develop their own 
learning plan in consultation 
with a professional and 
support person, and a Senior 
Driver Coaching Session that 
supports drivers 65yrs+ to 
brush up on their skills.

“From the first time someone 
picks up the New Zealand 
Road Code, to keeping safe as a restricted or fully licensed driver, through to brushing up on your 
skills later in life, our goal is to help all drivers stay safe on the road,” AA Driving School General 
Manager Roger Venn said.

“We see professional tuition as a key part of that and developed AA Driver’s Seat/ AA Te Kaiurungi to 
enable more drivers to take lessons and build a solid foundation of fundamental skills and behaviours 
that they can carry throughout life.

“By providing a broader and more flexible programme we hope to encourage more learners to 
take professional lessons, ideally with parents/caregivers participating in them, so they can then 
provide higher-quality, complementary supervised practice in between lessons, which we believe will 
ultimately lead to safer drivers.”

Alongside supporting driver journeys, the programme is playing its part in the AA’s journey to better 
incorporate Te reo Māori throughout the organisation and is the AA’s first programme to adopt a Te 
reo Māori name.

“We’re committed to fostering a diverse and inclusive environment at the AA so consulted the Māori 
Language Commission and a Māori translator for help in developing a name,” Roger said.

“We wanted the name to convey that our students are not only in control in the driver’s seat but also 
for their learning to drive journey and Te Kaiurungi captures that perfectly.”

Te Kaiurungi is a Māori term used for anyone who is in charge and also as a metaphor for someone 
who is in control of an organisation or group of people. It originates from being a navigator or 
coxswain of a waka.

Since AA Driver’s Seat/ AA Te Kaiurungi launched Roger said the feedback has been positive, with a 
strong uptake in lessons and the online booking system resulting in fewer cancellations. 

BUILDING BETTER 
driving education
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Throughout the year demand for quality and 
trusted AA Driver Training continued to be 
strong with AA Driving Instructors delivering over 
100,000 lessons, and more than 14,000 students 
completing the AA Defensive Driving Course.

The AA Driving School also expanded into 
Queenstown, with experienced tutor, and former 
primary school teacher, Daniel Sutherland 
relocating from Taupō to the southern shores.

AA Driving School General Manager Roger Venn said it’s been several years since the AA Driving 
School has had an Instructor in Queenstown and expanding to the area is a real milestone.

“We are always striving to grow our network so that learner drivers throughout the country can access 
quality and trusted AA Driver Training.”

AA DRIVING SCHOOL 
SNAPSHOT

The AA continued to provide Driver Licensing and 
identify verification services to New Zealanders 
on behalf of the government and remains the 
country’s leading driver licence provider with a 
75% market share.

Improving access to these services remained a 
priority and the AA was pleased to open agencies 
in Upper Hutt and Gisborne during the year. Demand for the AA’s mobile units, which take licensing 
equipment to remote communities also increased, and the AA also worked with Waka Kotahi to deliver 
community based practical testing in the Far North with the Far North Rural Education Activities 
Programme (REAP) and in Gisborne with Tairāwhiti REAP and McInnes Driving School. 

DRIVER AND VEHICLE 
LICENSING

800,000+
DRIVER LICENCE 
TRANSACTIONS

17,000+
IRD NUMBERS ISSUED

360,000
MOTOR VEHICLE LICENSES 

ISSUED

240,000
DRIVER LICENCE RENEWALS

4,000
KIWI ACCESS CARDS ISSUED

45,000+
REALME TRANSACTIONS
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The AA Advocacy team represented the interests of Members throughout the year as the government 
continued its busy agenda reforming a wide range of transport policy areas.

Working with government, industry and media, the AA championed several issues and contributed to 
many public consultations, such as on traffic penalties, road maintenance and new rules prioritising 
active transport (cycling, walking, public transport).

ADVOCACY
Advocating for Members 

INCREASE IN ROAD MAINTENANCE FUNDING

Fixing the poor state of roads was a key focus among AA Members.

“The state of our roads has been an issue for some time, but after a wet winter the lack of road 
maintenance over years has compounded and highways around the country have literally reached 
breaking point,” AA Chief Policy & Advocacy Officer Simon Douglas said.

“We advocated for more funding to keep the roads in better condition and prevent further 
deterioration, and this call was heard to some extent with the government agreeing to a $500m boost 
for road maintenance.”

TRANSPORT EMISSIONS

The government announced its first Emissions Reduction Plan during the year with funding focused 
on initiatives to increase active travel and public transport; accelerating the uptake of low- and 

A new batch of high-vis vests and raincoats for school patrollers was funded by the AA 
this year in partnership with NZ Police.

Photo: Nick Servian 
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zero-emission vehicles; and decarbonising heavy 
transport and freight.

The AA supports the goals while also recognising 
that finding practical and realistic ways to make 
transport more sustainable will be extremely 
challenging. The AA made use of Member surveys, 
analysis and industry knowledge to highlight 
areas in the government’s plans where they saw 
difficulties or alternatives that could deliver better 
results.

PETROL PRICES

Petrol pricing was high on Members’ agenda with 
record-breaking prices due to rising inflation and 
supply constraints resulting from the conflict in 
Ukraine.

As costs rose, the government made an 
unprecedented move to cut Fuel Excise Duty by 25 
cents, lower Road User Charges and discount public 

AA CHIEF POLICY & ADVOCACY OFFICER SIMON DOUGLAS

transport fares by 50%. As they considered how long to keep the discounts in place, AA Members 
were surveyed and their views shared with the Minister of Transport.

Early in the year, the AA’s long-time call for high-octane (95 and 98) fuel prices to have to be displayed 
on petrol station price boards finally became law.

SPEED LIMIT CHANGES 

The government also established a new process for setting speed limits and new official guidance 
recommending lower speed limits on many roads. 

The AA responded to numerous consultations around the country on speed limit changes, wanting to 
see a balanced approach that will make sense to people and include road infrastructure improvements 
to improve safety as well.

NEW AA SURVEY PANEL

A new panel-approach to surveying AA Members on transport issues launched during the year. 
A nearly 10,000-strong panel created to be as reflective of the overall Membership population as 
possible was established. The panel has been very successful at gathering the views of thousands of 
AA Members and helping the AA understand their perspective on a range of transport issues. 

AA RESEARCH FOUNDATION

The AA’s long programme of research into alcohol interlocks (a device installed in a vehicle to prevent 
drink driving) attracted more attention from the Transport Minister this year. 

“Our research has shown that interlocks prevent thousands of attempts to drive by previous drink 
drivers every day,” Simon said.

“While the courts are increasingly using them as a sentence, many people avoid having them installed 
and we’re hopeful that armed with our research, government departments will close loopholes and 
increase use of interlocks.”
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ADVOCACY
Advocating for Members 

18TH AA DISTRICT COUNCIL ESTABLISHED

The rapidly growing population around Queenstown led to the establishment of a new AA District 
Council - called the Southern Lakes AA District - which had its inaugural meeting in October 2021. 
Issues affecting the area have until now been addressed by the AA Councils in Dunedin and Invercargill. 

Back from left: Jeff Donaldson (Chair and AA National Councillor), Vergne Wilson, Malcolm Budd, Grant McDonald, Dave Smith, 
Simon Douglas (AA Motoring Affairs).

Front from left: Kate Gordon-Smith, Dale Paterson, Wade Paterson (Vice-Chair), Gary Stocker (AA President), Jono Young.

The new Council was supported during its first few meetings by long-standing AA Councillors 
Jeff Donaldson (AA Lakes District Chair), Malcolm Budd (AA Otago Chair) and Grant McDonald  
(AA Southland Chair), but the involvement of the Otago and Southland representatives were soon 
replaced with more local recruits. AA President Gary Stocker and Chief Policy & Advocacy Officer  
Simon Douglas also attended the inaugural meeting. 

MEMBERS OF THE 
AA LAKES DISTRICT COUNCIL
at its inaugural meeting
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It has been another busy and productive year with great strides made to champion road safety 
amongst youth. 

“2022 has been another year full of disruptions and challenges. Though we didn’t let it stop us from 
achieving our goals,” Kaitiaki o Ara/SADD General Manager Donna Govorko said.

“We started the year with the blessing of our new Māori name, Kaitiaki o Ara, and despite Covid-19 
setbacks delivered loads of great activities to drive positive driving behaviour amongst rangatahi.”

Kaitiaki o Ara/SADD delivered their hallmark school workshops as well as an inaugural Road Safety 
Leadership series in place of the Annual Conference (cancelled due to Covid-19), where young leaders 
gathered to collaborate on local road safety issues and build leadership skills.

“These events were a fantastic way to foster connection, promote community engagement and 
problem-solving skills,” Donna said.

“Some great discussions were had, and we produced Youth Collaboration Documents capturing the 
work from each day, which are full of information and perspectives that will go on to be helpful for 
many organisations interested in a youth perspective on road safety”. 

This commitment to helping others deliver good practice road safety education, saw Kaitiaki o Ara/
SADD produce road safety guides for organisations like the NZ Police. They also fostered industry 
collaboration through the facilitation of the Youth Road Safety forum and advocated for better driver 
education in the media with inclusion in over 60 different news stories.

Work to boost the leadership skills of young people continued with Kaitiaki o Ara/SADD’s leadership 
framework refined and new cohorts of students selected for the Regional and National leadership 
programmes. A particular highlight of the year, and testament to the quality of these programmes 
was Kaitiaki o Ara/SADD Board Youth Representative Sterling Maxwell winning the 2022 Yellow Ribbon 
Road Safety Hero Award during Road Safety Week. 

Significant progress was also made in Kaitiaki o Ara/SADD’s Māori engagement strategy including the 
establishment of a Māori advisory group, attendance at Māori road safety strategy meetings, work 
with iwi and Māori communities to find ways to connect and raise road safety awareness, consulting 
with a Kaiako to improve understanding of Te Ao Maori, tikanga and basic te reo and through support 
of Matariki and Te Wiki o Te Reo Māori.

Reflecting on the year, Donna said she is always impressed by the amazing mahi rangatahi and Kaitiaki 
o Ara/SADD partners do to help prevent loss on our roads.

“While we have seen some big challenges, we have also seen some fantastic successes and have 
witnessed brilliant young minds driving positive behaviour change in their peers.”

KAITIAKI O ARA/SADD 
Students Against Dangerous Driving 
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AA LIFE, HEALTH, TRAVEL AND PET INSURANCE PORTFOLIOS.

While a number of key AA Centres closed for periods during 
the year, and the border closure halted demand for AA Travel 
Insurance policies, the year concluded well with sales growth 
across the whole portfolio.

Around 40,000 policies were issued with a huge pick-up in 
travel insurance in the last quarter and strong demand for 
pet and life insurance.

Digital channels really came into their own throughout the 
year with close to half of all policies taken out issued online. 
Phone traffic also increased with nearly 185,000 insurance 
phone calls received.

As well as enhancing digital channels to keep pace with 
the evolving needs of customers, a number of product 
improvements were made.

The underwriting partner for AA Pet Insurance was changed from Allianz Partners to PetSure (Australia) 
Pty Ltd, and AA Health Insurance improved to include the option of a non-PHARMAC Plus add-on to 
help cover the cost of some unfunded medical treatments. 

Chief Experience Officer Kath Woollard said in a time of rapid change and much challenge it has been 
pleasing to see the AA Partner Insurances portfolio go from strength to strength.

 “It’s been a year like no other and I’m incredibly proud of how our people have responded without 
losing site of our goal to always put our Members and customers first.

“The unwavering commitment from our teams, along with the trust from our Members and customers, 
has enabled us to weather this year’s disruption strongly. 

“But we’re not taking that for granted as we also learnt a lot that will enable us to be far more agile in 
the future and ensure we innovate and provide simple and hassle-free ways for New Zealanders to 
protect what’s important to them.”

The customer-led focus has already 
paid dividends with the Partner 
Insurances portfolio receiving several 
awards during the year.

Gold and silver accolades were 
collected across the entire portfolio 
in the 2022 Readers Digest Quality 
Service Awards. AA Life Insurance 
and AA Pet Insurance both received 
gold awards while AA Health 
Insurance and AA Travel Insurance 
secured silver honors. 

AA Pet Insurance and AA Health 
Insurance were also awarded 
Canstar‘s 2021 Most Satisfied 
Customers Award in their respective 
categories and also achieved a 5-Star 
Rating in overall satisfaction, as did 
AA Life Insurance. 

PROTECTING WELLBEING
with AA Partner Insurances
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CUSTOMER CENTRICITY
gains momemtum for AA Money

Customers continue to be front and centre for AA 
Money which this year celebrated its third birthday, 
introduced a new Member Benefit and new 
product, all while navigating a series of regulatory 
changes. 

As the cost-of-living crisis came to the fore, AA Money 
enabled AA Members to receive an additional 
interest rate discount with the introduction of a 
0.5% discount on fixed loan interest rates.

“It’s all part of our commitment to provide 
affordable finance to all Kiwis”, AA Money Acting 
CEO Greg Shepherd said.

“We keep a close watch on feedback and consumer 
trends so we can respond accordingly and ensure 
our offers align to customer needs.”

This commitment also saw AA Money respond to 
an increasing demand for lending on electric and 
hybrid vehicles.

“This year was the year of the clean cars, and we were pleased to help more Kiwis make the switch to 
hybrid and electric by providing competitive fixed rates and by partnering with ChargeNet to secure 
$100 ChargeNet credit for EV loans,” Greg said.

A new lending product for motor vehicle dealers was also established. While currently only available 
to the AA’s Preferred Dealer Network, if successful AA Money will look to roll this out more widely. 

It was also a year where lending laws came under scrutiny and, as a result, the government made a 
number of legislative changes with the goal of striking the right balance between access to lending 
and maintaining a strong level of consumer protection.

AA Money responded accordingly and during the year adapted processes, not once but twice, to 
address the changing consumer lending regulatory environment.

Greg said while they were quick to adapt and implemented new processes smoothly, the changes 
were not without repercussion with the 
widespread feeling amongst borrowers that the 
new requirements were too harsh and invasive 
affecting performance scores.

“AA Money typically receives excellent customer 
feedback, however the impact of the initial 
regulatory change on the back of Covid-19 
lockdowns negatively impacted our customer 
satisfaction results.

“Pleasingly, we were able to rebound, post-
lockdown and once the legislation was revised, and 
finish the year with an NPS of 43 and 83% customer 
satisfaction score. While not as high as we would 
have liked, our NPS still sits above the industry 
benchmark.”

Greg credits the team’s customer-centric ethos and 
continuous commitment to improving customer 
experience for getting AA Money back on track.
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AA Smartfuel continued its drive to give cardholders more options to use their AA Smartfuel discounts 
with the introduction of new non-fuel redemption partners onboarded this year.

Uber joined the fold giving AA Members the chance to convert AA Smartfuel discounts into an Uber 
gift card for use on the Uber or Uber Eats app. While the addition of New Zealand’s largest electric 
vehicle (EV) charging network operator, ChargeNet, enabled EV driving cardholders to get credit for 
ChargeNet charging stations from discounts earnt through shopping at AA Smartfuel’s 1200+ partner 
retailers.

AA Smartfuel Managing Director, 
Scott Fitchett said extending the 
programme to include non-fuel 
rewards serves to deliver greater 
value to AA Members by enabling 
them to get more bang for their buck 
on everyday purchases. 

“For over 10 years, we’ve enabled 
motorists to secure significant savings 
at the pump and are thrilled to now 
evolve our business to include more 
non-fuel partners and give Members 
more ways to save.”

While these partners deliver non-fuel 
benefits, fuel was not forgotten with 
over $75.5m in fuel discounts issued 
to AA Smartfuel cardholders during 
the year. The 700,000+ AA Members 
who participated in the programme 
received $43m of these.

A number of new retail partners 
offering fuel discounts were also 
brought on including New Zealand 
owned retailer Bargain Chemist, 
online tools store Mytool.co.nz and 
online giftbox store Giftbox Boutique. 
Existing partners, Briscoes and Rebel 
Sport both continued to run offers for 
cardholders, including big weekend 
deals of up to 40c off per litre.

AA SMARTFUEL
Significant savings at the pump
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AA Insurance celebrated another strong year with the business well-positioned for growth and its 
focus firmly set on being there for its customers and Kiwi communities over the long term.

The last year saw the severity and frequency of weather events across New Zealand increase, and 
between January 2021 and June 2022, AA Insurance helped more than 3,000 customers recover from 
tornadoes, floods, and other weather events across the country.

In 2022, AA Insurance retained its position as one of the top 10 most trusted brands in New Zealand 
in Kantar’s Corporate Reputation Index, and was named Reader’s Digest “Most Trusted” for the 12th 
consecutive year.

AA Insurance Acting CEO* Simon Hobbs said the company’s commitment to being there for its 
customers has never been stronger, and the recognition as a trusted brand shows that Kiwis see AA 
Insurance as a responsible  partner, offering value-for-money products and services.

“We are proud to be recognised this way, especially over the past year as customers and people face 
continued challenges and uncertainty from the pandemic and extreme weather events.

“AA Insurance is founded on a deep sense of purpose and a culture of doing the right thing which is 
at the heart of all our decisions.”

AA Insurance is working alongside industry, government, and Kiwi communities to plan for the future 
of insurance cover for areas at serious risk from repeated flooding and coastal inundation from 
climate change.

In respect of its own environmental impact, AA Insurance is taking responsibility to reduce emissions 
from its operations, and acknowledges its responsibility for emissions not under its direct control, 
including those from its value chain, and from property and assets that it insures.

Since FY20, the business has seen a 38% reduction in carbon emissions and AA Insurance is focused 
on activity that will drive the business and the country towards a net zero carbon economy.
*to February 2023

AA INSURANCE
Protecting what matters
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For the first time in many years and off the back of last year’s record $44.8m profit, the 
Association recorded a net trading loss of $12.5m.

Chief Financial Officer John Ramaekers explained that the loss however is almost exclusively 
attributable to the negative return from the Association’s investment portfolio for the  
12 months to June 2022.

“The Association’s return on funds under external management was negative $25m 
compared to a positive $31m for the 2021 year. 

“While disappointing, this was largely outside of the Association’s direct control and despite 
the volatility seen in the financial markets over the past two years the long-term returns 
from this revenue stream remain positive,” John said

In terms of the Association’s trading result there was a slight deterioration of $4.8m over 
the previous year, which John attributed to two key factors. 

“Continued lockdowns, particularly in Auckland from August to early December, as well as 
surges in Omicron and flu cases both negatively impacted on trading activity. Member and 
customer foot traffic into the Centre Network was significantly reduced and high levels of 
illness amongst our employees caused Centres to close or reduce trading hours.”  

Despite these results, John asserts that the Association’s financial position remains solid. 

“The negative investment return and Association’s trading result were partially mitigated by 
a strong return from our Joint Venture activities.

“We have also created sufficient reserves from past performances to ensure we can weather 
such events without having to compromise on services,” John said. 

FINANCIAL
Results
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He tāngata, he tāngata, he tāngata.
It is the people, it is the people,  

it is the people.

He aha te mea nui o te ao?
What is the most important thing  

in the world?
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Thank you to the AA team for 
your dedication and perseverance 
throughout a challenging year. To 
our Members, thank you for your 
continued support, patience and trust 
as we navigated the year. You are at 
the heart of what we do, and it’s only 
with your support that we’ve gotten 
to where we are today. 
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