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The New Zealand motoring landscape is continually changing. 

We now have more transport options than ever before, more people 
on the road, and technology that is shifting the way our vehicles 
operate. While tackling these challenges, the AA is also evolving. We’re 
seeking new opportunities to meet the needs of our Members in ways 
that go beyond the conventional services provided by a traditional 
motoring club.  

Throughout our history, our long-established services have evolved 
as New Zealanders increasingly came to depend on us to rescue 
them when things go wrong. We’ve helped at the roadside, and now, 
through our expanding insurance offerings, we’re protecting cars, 
homes, contents, lives, and as of this year, even health. In the year 
ahead, we are taking that protection one step further with the launch 
of AA Home. 

Much of the planning of this new AA service was undertaken this year 
in partnership with AA Insurance. It takes care of the hassle of finding 
a tradesperson to fix common household breakdowns like blocked or 
burst pipes, lockouts, and electrical failures. 

It’s AA Roadservice for your home, which means people can now have 
peace of mind in two critical areas of their lives. AA Home launched 
recently in Auckland and will progressively be available in other 
regions over the coming year. 

We also evolved the traditional services offered by our AA Driving 
School. During the year, the Association gave more than 25,000 
learner drivers access to free driving lessons through Ignition —our 
three-free driving lesson programme for learner drivers. This initiative 
has resonated strongly with young New Zealanders and driven 
unprecedented growth in the number of Youth Members joining  
the AA. 

At the other end of the age scale, we successfully launched AA Senior 
Driver — a road safety initiative which gives AA Members aged  
74 years and older access to a free one hour coaching session in their 
own vehicle. It’s designed with the aim of helping our Members drive 
safely well into their golden years. This too has been well received and 

Our story of evolution
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Our story of evolution

From left, AA Chief Executive Brian Gibbons and AA President Roger Bull.

utilised. It’s yet another example of how in this financial year we looked 
for new ways of responding to Member needs.

While these addressed our Members motoring needs, our expansion 
into non-traditional services also continued to grow in popularity. 

In this financial year, AA Members received 128,000 Specsaver eye 
exams, $53 million in AA Smartfuel savings, as well as significant 
discounts through a number of other partners.

This broadening range of services has definitely resonated with 
motorists. The expanding benefit strategy, which places Members at 
the heart of it, has driven record Membership growth for the AA in the 
year under review. We now have more than 1.6 million AA Members 
which, in the context of the New Zealand population, represents more 
than half of licenced drivers.

The pleasing aspect of this growth of service diversity and increased 
Membership is that it’s been possible without the need to adjust the 
annual subscription fee, or at the expense of service quality. 

The subscription has now held steady for almost two decades even as 
the Association evolved. The financial model for the AA of commercial 
activities and investment returns enables this broadening strategy of 
growth to be maintained confidently. 

Likewise, that strong financial position further enables our continued 
commitment to road safety initiatives aimed at all New Zealanders 
staying safe on our roads. In a significant milestone, and after nearly 
a decade of AA advocacy, a new law will make alcohol interlocks 
mandatory for serious drink driving offences. The law will come into 
force from mid-2018.

Ultimately, this report demonstrates that progress this year has been 
real and meaningful across all of the various services of the Association. 
Our confidence to maintain our growth strategy is reinforced continually 
by the upward movement of Membership affiliation and positive 
feedback to the services at hand and the quality of our delivery. I’m 
excited to share more of this evolution with you as we continue to look 
for new ways of improving your Association in the years ahead.    
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AA Membership
It was another year of record growth for both Personal 
and Business Membership. 

Total AA Membership increased by more than 66,000 
during the year, bringing the overall Membership to 
over 1.61 million, some 54% of licenced drivers.

This was driven by a record 131,425 new Personal 
Membership joins. That intake is up by almost 5000 
new joins on the previous year, and now brings the 
total Personal Membership to more than one million 
— a milestone achieved in January 2017. This success 
was also assisted by excellent retention levels, noting 
that almost 90% of Members renewed their Personal 
Membership during the year. 

AA Business Membership also set new records this 
year, growing by a healthy 6.8%, bringing the total 
business affiliation to almost 600,000 Members.

Driving this growth is a culmination of an ever 
increasing range of Member benefits, discounts, 
and services, without any increase in the annual 
Membership subscription fee. 

The new benefits introduced over recent years 
continued to be very popular, adding to the appeal of  
Membership. Almost 128,000 Members used a free 
Specsavers eye exam, up nearly 8% on the previous 
year. Members also took advantage of free vehicle  

 
 
safety checks during the year, discounted online movie  
tickets at EVENT Cinemas, and discounted vehicle hire  
rates from Thrifty Car Rentals, Go Rentals and THL 
motorhomes. These were just a few benefits on offer 
to Members. 

The combined value of all Member Benefits was 
an average annual saving for Members of $55.61, 
excluding any AA Roadservice callouts and the use 
of free maps and guides. This compares favourably 
as the average saving is $3.27 more than the average 
cost of the annual Membership renewal. 

The Association this year added to these benefits by 
partnering with Rainbows End in Auckland. It now 
offers AA Members discounted entry to the park off the 
back of its launch of AA Driver’s Town. The attraction 
engages young Kiwis in educated play, while teaching 
them about safe driving practices.    

AA Roadservice
A core traditional service of the Association that most Members join for is AA Roadservice. 

With the aim of continually improving the services on offer, the focus for the year has been on enhancing our 
response times. The quicker we can respond to Members on the roadside the more satisfied our Members  
will be.

This year, with increased congestion on our roads – particularly in metropolitan areas, our focus on 
service response times became a critical need. We successfully enhanced our response times by 
triaging the appropriate support needed for the job with the resources the AA has at its disposal. This 
includes its own AA Roadservice fleet, contractor garages, AA Battery vans, and towing assistance, as 
well as having appropriate levels of resources available at breakdown hotspots around the country. 
These initiatives have enabled the AA to better meet peak demand periods and improve service levels.   
 
Pleasingly, our Member Service Monitor measures continue to remain well above target levels.

AA Roadservice Officers, AA Assist, AA Battery 
Service, and AA Contractors attended approx- 
imately 497,000 jobs over the year – 3.5% more 
than the previous year. These were made up of: 

•  37% flat batteries
• 14% mechanical and electrical faults
•  19% towing services
• 9% tyre changes
•  8% lockouts 
•  5% fuel  
AA Roadservice attended 86% of our Member calls 
within 60 minutes and was able to mobilise 92% of 
all breakdowns.
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AA Smartfuel
It was another strong year for  
AA Smartfuel, delivering more 
than $53 million in fuel savings to  
AA Members. This is an increase of 
$23 million in savings compared to 
the previous year. 

Highlights for the year include 
Contact Energy joining the  
AA Smartfuel programme and 
providing significant fuel discounts 
of 30 cents per litre every month 
for those participants locking into 
specific Contact offers. 

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

A competitive fuel market was a 
key characteristic of the 2016/17  
financial year. 

 
 
Our partners, BP and Caltex, 
offered strong fuel discounts nearly 
every week of up to 10 cents per 
litre. This resulted in a record year 
in the value of fuel discounts issued 
by the programme, taking the total 
value of discounts redeemed by  
all our cardholders to more than 
$72 million.    
We now have more than 1400 retail 
outlets in the programme where 
customers can earn AA Smartfuel 
discounts. This number is  
continually growing, making us one 
of the largest loyalty programmes 
in the market. This gives us the 
ability to deliver increasingly 
meaningful fuel discounts to  
AA Smartfuel participants.

The team at AA Smartfuel also 
continues to keep an eye on what’s 
next. The AA Smartfuel phone app 
is a key business focus with a total  
number of downloads at 30 June 
2017 of almost 412,000. This is 
 

 
 
an important driver of participant 
engagement, and makes up a 
key part of our focus on future 
technology changes. It also ensures 
we’re ready to adapt and give our 
cardholders options like ‘cardless’ 
transactions in the near future. 

AA Driving School
During this financial year the AA Driving School has 
had several significant developments aimed at helping 
to make New Zealand roads safer. 

We continued to expand our AA Ignition programme, 
the AA’s three free driving lessons for learner drivers. 
Through this Member Benefit and road safety based 
scheme, we have given more than 20,000 new learner 
drivers access to free professional driving lessons. 
These are undertaken by one of the 130 AA Driving 
Instructors located throughout New Zealand. 

A further programme was launched during the year 
which is aimed at keeping our Members safe and 
mobile well into their older years. More than 6000 
AA Members benefitted from the AA Senior Driver 
initiative, a one-hour coaching session in the Members’ 
own vehicle with an AA Driving Instructor. 

The AA’s Defensive Driving Course continues to have 
strong appeal, mainly to drivers holding a restricted 
licence. The course combines classroom-based theory 
with real world, in-car driving and delivers skills and 
knowledge which can be potentially lifesaving. More 
than 15,000 students have undertaken the course in 
the year under review. This is extremely encouraging 
as we continue to attempt to address the high 
incidence of young drivers being over-represented in 
road trauma statistics.

The suite of offerings to experienced drivers has 
widened during the year as our focus on the 
fleet and business sector continues. We have 
developed new products and secured several  
new clients. The progress here, combined with the 
vast reach of our learner driver programmes, lends 
increased credibility and weight to the AA Driving 
School’s voice and opinions, which are often sought 
by the media for comment or input on road safety and 
driver related issues.

The AA Driving School also continues to be a key 
partner and sponsor of Students Against Dangerous 
Driving (SADD), a charity aimed at empowering young 
Kiwis to make safer and better choices on the road. 
The relationship strengthened during the past year 
as SADD reorganised and refocussed. We are proud 
to align with and support SADD as the relationship 
delivers on our road safety goals and also helps 
introduce the AA to the young people involved with 
SADD.AA Member Mildred Low gets her AA Senior Driver session.
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AA Traveller
As a key cornerstone of the AA’s tourism focus, AA Traveller has set itself the objective of expanding the 
Associations publications alongside our longstanding accommodation directories. 

In the year under review, we successfully published new editions of our niche publications; The NZ Cycle Trail 
Guide – of which AA Traveller is now the premier partner, NZ Golf Guide, two further Chinese language editions 
of North and South Island guidebooks, and a very successful 2017 Lions Tour Guide in partnership with NZ 
Rugby as an official licensee. 

These books were in addition to our mainstay publications; three Accommodation Guides, plus our Visitor 
Guides for all New Zealand regions.

We also published approximately 800,000 maps, which continue to prove very popular with both international 
and domestic travellers.

AA Traveller also widened its scope of Tourism Partnerships. We successfully launched a new rental car 
partner. We also added more nationwide hotel partnerships into AA’s booking inventory, and introduced a 
Australian self-drive touring product suite. AA Traveller also launched a new and improved offering for  
AA Smartfuel cardholders and AA Members who book accommodation at participating properties either instore 
or online through the AA’s newly launched booking engine.

AA’s joint venture partnership with Fresh Information Limited 
has also seen the launch of a new digital version of the 
AA Traveller Monitor, the most comprehensive 
domestic tourism survey data available in 
the market today.

Further strategic partnerships are also 
being considered which will progress the 
AA’s vision of delivering meaningful benefits 
to AA Members and the travelling public 
throughout 2018 and beyond.

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

During the year we opened sites in Timaru, Whanganui, 
and Kelburn in Wellington. In addition, the majority 
of the former AA Auto Service & Repair outlets were 
converted to AA Auto Centres.

Changes to the Warrant of Fitness (WOF) intervals 
continued to affect service levels. Many vehicles now 
require only one inspection every year, and new 
vehicles require inspecting only after three years.  
That decline in volume for Motoring Services was 
offset during the year by high numbers of used car 
arrivals, keeping the Association’s compliance services 
busy.

While many of the motoring services are of a 
commercial nature, the Association remains active in 
providing free advice for Members particularly through 
our online presence available 24/7. We also continued 
to provide sound consumer advice on vehicle safety 
through our ongoing support of the Australasian New 
Car Assessment Programme (ANCAP) and the Used 
Car Safety Ratings (UCSR) study. 

Driver Licensing
The Association has been a delivery agent for NZTA 
for the provision of driver licensing services for almost 
two decades. Over that period the AA has processed 
more than 20.2 million transactions.

In recent years, with the Government’s desire to 
transact more driver licensing services online, we have 
experienced a gradual decline in services over our 
Centre Network counters. 

Transaction numbers overall declined by 9.5% year 
on year as a consequence of the automation project, 
plus the increased use of the NZTA’s own 0800 phone 
number and web-based booking systems for practical 
tests.

However, overseas conversions still remain on par 
with the previous financial year with close to 50,000 
conversions completed during the year.

The AA continues to be the NZTA’s largest counter 
services channel with a total of 101 representation 
points operating. Our work with New Zealand prisons 
also sees us complete approximately 60 prison visits 
each year.

AA’s market share for learner licences sits consistently 
around 77%, for senior driver renewals at 81%, and for 
general licence renewals at 75%.
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AA Insurance
AA Insurance prides itself on employing the right 
people and doing the right thing for its customers. 
That belief and commitment to customer service 
and quality is reflected in record growth this year in 
insurance policy numbers.

Today the company looks after nearly 350,000 
customers and more than 700,000 policies. Despite 
these numbers, the needs of each and every 
customer are paramount. This is the foundation of the 
company’s growth and its continued reputation as an 
award-winning insurer. 

For the third consecutive year, it has earned a 
place in Kiwi hearts with the Colmar Brunton 
Corporate Reputation Index ranking fourth among 
100 of New Zealand’s most successful companies, 
including Air New Zealand, Toyota, and Pak’nSave.  
 
 

This outstanding service is further proven by the 
company winning the IBM Kenexa Best Large 
Workplace category, and the Supreme Award for 
customer service at the New Zealand CRM Contact 
Centre Awards. AA Insurance was also recognised by 
SAP’s New Zealand Digital Experience Report, scoring 
second overall across eight New Zealand industries, 
and recorded a 5-star rating for the Canstar Blue Most 
Satisfied Customers Award for Home & Contents 
Insurance.

Over the past financial year, the insurance industry 
has experienced considerable motor insurance-
related issues. AA Insurance has had a significant 
increase in claim numbers and increased costs, which 
has put pressure on premiums. In addition, the auto 
refinishing and panel repair sector has faced challenges 
over several years of attracting and retaining skilled 
technicians. Customer Service Centres and vehicle 
repair service Capital SMART have gone a long way to 
significantly reduce the time it takes to repair vehicles 
and help get customers back on the road faster.

AA Insurance also introduced full home replacement 
cover for damage caused by a non-natural disaster. 
It’s another step in AA Insurance’s continual focus on 
the future and long-term solutions to provide the best 
possible outcome for customers. 

During the year AA Insurance faced its fair share of 
major weather events and natural disasters. Our 
strong reinsurance arrangements and proven track 
record of managing large scale events enabled the 
company to progress claims with minimal impact on 
operational or financial performance.

AA Finance
Car Finance is the main product of AA Finance, and 
in the year under review new lending levels grew by 
21%. 

This growth was facilitated by the introduction during 
the year of several new technologies, plus additional 
business managers joining the team in the seven-day  
 

 
 
Christchurch call centre. The new levels of staffing 
will assist response times and has been structured to 
further meet similar growth levels for the year ahead.  

Sales levels of AA Mechanical Breakdown Insurance 
(MBI) are also experiencing similar growth across both 
the AA Centre Network and the AA Finance divisions.

AA Health
AA Health launched in October 2016 and 
has already established strong preference 
and consideration relative to the established 
competitors in the market. By year end  
AA Health had made significant inroads in 
policy sales and continues to grow. 

The new offering was launched with  
television advertising with the campaign 
message of “Your health is everything, 
protect it with AA Health”, and has been 
followed up through the year with digital 
marketing, and specific health and wellbeing 
related Member only offers. 
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reduction taskforce; requiring vehicle safety 
information to be displayed by car traders and rental 
companies; and requiring service stations to advertise 
all fuel prices on their price boards.

Meanwhile, throughout the year, our Auckland team 
extended the AA’s congestion-monitoring capability 
to now include Wellington, Christchurch, and 
Queenstown, as well as Auckland. The AA can now 
comment more authoritatively on congestion trends 
and contribute to public discussions about ways to 
alleviate the problem. 

In a significant milestone, after nearly a decade of AA 
advocacy, we saw a new law passed that will make 

alcohol interlocks mandatory for 
serious drink driving offences. While 
interlocks have been a sentencing 
option since September 2012, only 
about 2% of eligible offenders have 
been ordered to have one installed in 
their vehicle. The law will come into 
force from mid-2018.

Finally, the AA increased its investment 
into road safety research via the  
AA Research Foundation, which 
completed studies into the ways  
drivers perceive risk and the number 
of young people receiving traffic 
infringements and the impact this has 
on the justice system.impact this has on 
the justice system.

Advocacy
The AA’s advocacy team continued to represent the 
interests of motorists on many fronts.

Its efforts are enhanced by the work of volunteer 
AA District Councillors throughout the country and 
together they ensure AA Members’ voices are heard 
by national and local Government.

Surveys to understand our Members’ views are 
a crucial part of the AA’s advocacy, and in a new 
development we compiled a wide range of survey 
results in a publication called “What our Members 
Think”. We have used these results in our dealings with 
transport authorities and the publication is available 
on the AA website.

As the country started building towards 
the General Election, the advocacy 
team produced several publications 
outlining AA aspirations for road safety 
and transport developments for the 
next Government. These Election Calls 
included focussing more on seatbelt 
wearing; more effective interventions 
to reduce drink and drug driving; 
increasing safety improvements on 
high risk regional roads; increasing the 
number of safe passing opportunities; 
rolling out more assistance for 
visiting drivers nationwide; installing 
more red light cameras around the 
country; establishing a congestion 

The AA’s financial position remains very strong with 
no debt, net assets of $220 million - an increase of 
11% from the previous year - and diversified business 
streams.

This financial success has enabled the AA to continue 
to develop new Member initiatives and products, 
thus adding to the value of AA Membership, without 
changing the cost of Membership for yet another year. 

The financial stability has also provided the confidence 
to invest significantly in the AA’s online presence to 
ensure we remain relevant and modern in today’s 
digital world. 

Financial Results
Despite a challenging operating environment, the 
AA has performed well financially, in part due to our 
diversity of commercial activities and various joint 
ventures. 

After spending $3.7 million on free Member initiatives, 
the AA achieved a net surplus for the year of $20.9 
million, up 14% from the previous financial year. 

The major contributors to this result were a strong 
performance by the financial markets over the past 12 
months, which saw the AA’s return on investments up 
$9 million from the prior year, and the continued growth 
achieved by our joint ventures and partnerships.

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

85,000.

It was named New Zealand’s Most Trusted Life Insurance Brand 
at the Reader’s Digest Most Trusted Brands Awards for the fifth 

consecutive year. 

In this financial year we continued to streamline our customer 
interactions and re-aligned operational aspects of the business to focus on 

future growth. 
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