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2020...
a year like no other

his year has been incredibly challenging for 
everyone in the community who has needed 
to adapt their daily lives in the face of some 

extraordinary events. These difficult times, with the 
COVID-19 pandemic reaching our shores hot on the heels 
of devastating summer bushfires, have certainly tested 
the resilience of all Queenslanders. 

More was demanded from everybody in business and I 
would like to pay tribute to the dedication of the RACQ 
executive and staff for moving quickly to ensure service 
delivery to our members continued with minimal disruption. 
Regular testing of our business continuity planning in 
recent years together with agile reaction to the changing 
scenario stood us in good stead in this time of crisis.

RACQ exists for our members and we will never take this 
special relationship for granted. This ethos doesn’t change 
when times get tough. 

I want to thank our members who have shown 
patience and understanding as RACQ adapted its 
operations to ensure services remained accessible 
and could continue to be delivered safely. 

We appreciate members have been looking for more 
opportunities to deal with RACQ online and we 
have reshaped processes accordingly and 
continue to do so. Such adaptation will 
be the norm now and we’re well placed 
to meet the growing demands of our 
members.

I especially would like to pay tribute to new Group CEO, 
David Carter, who joined RACQ in late March, when COVID-19 
started to really strike. David took over the reins as the 
whole organisation was being set up to work remotely.  

To David’s credit, he has provided strong leadership since 
day one following on from the great foundation laid by 
Acting Group CEO, Glenn Toms.

This year the economic impacts of COVID-19, on top of some 
significant weather events impacting insurance claims, 
meant the RACQ Group’s financial result was not as strong 
as forecast. 

The Group achieved a surplus of $12.94 million – a solid 
result considering the challenges. Importantly, RACQ 
remains financially sound. 

With the pandemic likely to be here for some time, 
economic uncertainty will remain. RACQ will need 

to manage its operations and finances carefully, 
with smaller surpluses likely in the immediate 
future, but our reserves put us in a good 
position. 

During a year where businesses across 
the nation faced unprecedented 

operating conditions, including a 
significant economic downturn, 

RACQ’s insurance, banking and 
assistance business lines 
performed solidly.

Against a backdrop of $878 million 
in total gross insurance claims paid, 
including a record retained loss 
of $129 million in natural hazard 
claims not covered by reinsurance, 
our insurance business achieved a 
milestone of $1 billion in gross written 
premiums. 

Several smaller yet significant 
weather events, in particular 
hailstorms in Rockhampton and the 
Sunshine Coast, contributed to the 
large claims total and retained loss. 

However, RACQ Insurance achieved member satisfaction 
ratings of 84 percent in home claims and almost 87 percent 
in motor claims. In addition, our insurance brand was 
named second overall and first out of all Australian brands 
in the KPMG Customer Experience Excellence Report in 
2019 covering 114 brands. It also won Mozo Peoples’ Choice 
Awards covering such facets as customer service and trust 
for both motor and household insurance.

Development of RACQ Bank continued and it grew its share 
of the RACQ member base by seven percent, a reasonable 
result considering economic conditions. 

This year the bank made an operating loss of $10.5 million, 
which included a one-off $5.5 million expenditure for 
financial planning remediation, planned investments in the 
bank’s IT systems and COVID-related loan impairments. 

It is satisfying, though, that member experience with the 
bank is the best it has been. In June, our bank recorded a 
Net Promoter Score of 69.8, which is an excellent result. 
The bank has also grown member at-call deposits by 

15.4 percent to $962.5 million, term 
deposits by 16.8 percent to $961.8 
million and loans and advances by  
13 percent to $1.97 billion.

We entered banking almost three 
years ago because members said 
they wanted it and we are investing 
in our bank’s competencies. RACQ 
is firmly focused on being the 
banker for its members, offering 
competitive, consistent, reliable and, 
most importantly, member-focused 
products and services.

RACQ’s Assistance business continues to flourish. It was 
especially pleasing to receive such positive feedback about 
road service delivery following the onset of COVID-19, when 
there were heightened concerns about virus transmission.

More members are opting to take out premium roadside 
coverage for even greater breakdown protection, with 
RACQ’s highest level of protection, Ultimate, reaching the 
milestone of 100,000 policies. As of 30 June 2020, RACQ had 
more than 1.33 million roadside policies, with 42.5 percent 
choosing one of the Club’s premium roadside products. 

Our road service continues to lead the way, with a ‘go 
rate’ of 94 percent for vehicles attended and a member 
satisfaction rating of 95 percent. 

The Group’s ancillary motoring services, including RACQ 
Batteries and RACQ Autoglass, performed well despite the 
downturn, with record battery installations of 185,033 (up 
4.2 percent).

As Chair of the RACQ Board, I have been delighted to 
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witness firsthand the continuing benefits provided to the 
community through the work of RACQ Foundation. 

The Foundation gives back to Queensland by providing 
financial assistance to community organisations affected 
by natural disasters and delivering specific community 
assistance projects to regions in need.

Since RACQ launched the Foundation in 2011, more 
than $10.8 million has been made available to support 
Queensland communities. This year, RACQ Foundation 
approved more than $1.1 million in grants to help 21 
community groups impacted by extreme weather including 
drought.

While COVID-19 community restrictions curtailed some 
RACQ Foundation activities during the year, funding 
was extended beyond natural disasters to also support 
community groups affected by the economic fall-out of 
the pandemic. Groups can now apply for grants of up to 
$20,000 to help them recover from these impacts. 
RACQ Foundation also provided $80,000 immediate funding 

to help organisations and charities deliver support services 
to vulnerable Queensland residents impacted by COVID-19. 
This included Drought Angels, St Vincent de Paul Society, 
Churches of Christ and Uniting Care Queensland (which 
provides Lifeline). 

Amongst other things, this funding helped provide grocery 
packs to rural families doing it tough.

Volunteer assistance was provided through Foundation 
staff to deliver almost 300 meals for Meals on Wheels to 
individual Queensland residences, as well as 88,000 meals 
to Foodbank Queensland distribution points.

In addition, RACQ Foundation successfully delivered two 
on-the-ground assistance projects. 

Teams of RACQ volunteers helped communities in need 
in Julia Creek, Cloncurry and Kingaroy. Nine assistance 
projects have now been delivered to Queensland farmers 
and their families facing hardship due to severe climate 
events, including regions in the far north and west of 

Queensland. The Board is immensely proud of the work 
done by RACQ Foundation and it will continue to provide 
assistance to communities facing tough times in the  
years ahead. 

RACQ was quick to help members during the sudden 
onset of the COVID-19 virus. Both the pace at which the 
executive and staff have implemented measures and the 
compassion shown in the delivery of our services have 
been appreciated by the Board.

For example, the Group set up a 
hardship team to help members facing 
financial setbacks due to COVID. 

More than 3000 applications for 
hardship relief were approved in 
just a few months, with support 
provided on more than 3400 individual 
product holdings, including pauses 
on insurance premium payments, 
delayed renewals and deferred 

payments on home and personal loans. There have been 
some upsides to operating during a pandemic.

As a large organisation, the RACQ has developed new ways 
of working, including the Board adapting to virtual meetings. 

The ability to adapt will now be the ‘new normal’ for 
business. It is what social and economic conditions demand 
and members expect. I can assure you that RACQ won’t let 

you down. 

This year, for example, we will be 
delivering the RACQ Annual General 
Meeting virtually, allowing members 
to join the meeting ‘live’ without 
having to be physically present. 

I also want to reassure members 
in these challenging times that the 
RACQ Group and its Board continue 
to focus on good governance, 
strengthening service delivery 

The Board 
is immensely 
proud of the 
work done 
by RACQ 
Foundation... 
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and ensuring our businesses are positioned well for the 
future. Our focus on providing quality, timely, cost-effective 
services to members and their families has not waivered.

In the past year, the heightened regulatory phase for 
financial services has continued following the Royal 
Commission into Financial Services. Compliance issues in 
the financial sector are important and the Board is firm in 
ensuring requirements are met. However, such compliance 
involves a considerable investment in time and money.

In terms of the Group’s investment in advocacy and 
pioneering smart mobility solutions, some big steps were 
taken this year. 

Firstly, RACQ finalised the purchase of the former Mt Cotton 
Driver Training Facility from the State Government. 

The development of this facility into the RACQ Mobility 
Centre of Excellence ultimately will involve an investment 
of around $23 million. The flagship Centre will be the first 
facility of its kind in Queensland, offering a world-class 
environment for safe, reliable testing of connected and 
autonomous technology, product validation, education, 
driver training and mobility innovation.

RACQ also launched a series of ‘real world’ Smart Shuttle 
trials, starting with a public bus service trial on Karragarra 
Island, to provide a greater understanding of how 
automated vehicles would suit Australian conditions. In 
addition, RACQ finalised sponsorship of six new electric 
vehicle charging stations in key tourism destinations in 
north Queensland.

Of the many road safety issues addressed by RACQ on 
behalf of its members, few would be more important than 
the Club’s biggest advocacy campaign launched in 2019, 
‘Set Your Phone and Leave It Alone’. RACQ partnered with 
the Motor Accident Insurance Commission to deliver a 
state-wide education program aimed at reducing the 
dangerous practice of motorists using mobile phones while 
driving.

On the subject of safety, RACQ started its connection with 
air rescue services 25 years ago by sponsoring rescue 
helicopters, which has continued since that time. But 
this year, the Club deepened its links with aero medical 
services by extending sponsorship to also include a fleet 
of LifeFlight air ambulance jets. These jets can quickly 
relocate patients from regional centres to higher-care 
medical facilities in cities, as well as being deployed 
internationally to medically repatriate sick or injured 
Australian travellers. 

Professional, rapid-response aero medical services are 
crucial to saving lives in a variety of emergency situations, 
including road crashes. We are proud to continue our 
support of these vital services, delivered by RACQ 
LifeFlight, RACQ Capricorn Rescue and RACQ CQ Rescue 
across the state, by extending sponsorship to 2024.

Despite some interruptions to RACQ’s community education 
activities due to COVID-19 restrictions, RACQ delivered 
road safety programs to more than 40,000 primary and 
secondary school students during the year. 

I’m a passionate supporter of education and it’s heartening 

to see that the communities visited included Mount Isa and 
Dajarra in the north-west, and Palm Island off the north-
east coast. 

During lockdown, the RACQ’s education team moved 
quickly to establish online learning resources, as well as 
planning for the senior school program, Docudrama, to also 
be delivered online in the future to increase access for 
regional communities.

The education team continues to deliver a suite of quality 
programs, including tailored road safety and financial 
wellness content, that benefits Queenslanders from 
kindergarten age through to seniors.

It was pleasing also to see the RACQ team, with the Former 
Origin Greats organisation, deliver the ARTIE Academy 
Driver Licence Program. This scheme helps Indigenous 
secondary school students to secure their driving licences 
and travel safely – both important in terms of securing 
employment and financial stability.

In 2019-20, RACQ Group returned to members savings of 
$167.2 million through a range of discounts and benefits. 
This included $102.7 million in insurance premium loyalty 
discounts, $8.6 million in Puma fuel discounts and 
$5.6 million in theme park, attraction and movie ticket 
discounts.

Significantly, RACQ Group delivered $7 million in savings 
alone for members through premium rate reductions and 
paused renewal premium increases on motor vehicle 
insurance.

As we continue to adapt to the social and economic 
environment impacted by COVID, I want to reassure 
members the RACQ Group and its Board are strongly 
committed to the sound management of RACQ’s 
businesses, financial performance and member  
service delivery.

I would like to thank the RACQ executive team, staff and 
contractor network for their outstanding effort during the 
past 12 months and particularly during these uncertain and 
difficult times. 

This is my last term as RACQ President. It has been an 
honour to serve in this role for three years, chairing 
the Board of an organisation which has such a proud 
history and strong ethos in serving its members and the 
community.

Finally, I would like to thank my board colleagues for their 
tremendous support and provide my best wishes to the 
incoming President, Elizabeth Jameson, whose election 
will be ratified at the Annual General Meeting. Elizabeth has 
served on the RACQ Board since 2008 and will do a terrific 
job as President. n

Bronwyn Morris AM
RACQ PRESIDENT

P R E S I D E N T ’ S  R E P O R T

2020...
a year like no other (cont.)
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ACQ has faced many challenges in its 115-year 
history, but few have been as unprecedented as 
those accompanying the COVID-19 pandemic.

We haven’t, of course, faced these challenges alone, with 
our entire community being forced to adapt quickly to 
difficult circumstances. 

As the new RACQ Group CEO coming on board at the 
height of COVID-19 in March, I couldn’t have been prouder 
of how our organisation responded to this situation. 
Within two weeks, virtually the whole Group was set up to 
work remotely. Importantly, RACQ kept everything open 
for members, continued to deliver services safely, and 
maintained our sharp focus on looking after people in need.

I can’t emphasise enough how focused the management 
and staff of RACQ are on its members. 

As a member of RACQ, you are powerful. You’re not only 
a customer but an owner of RACQ. We will always do 
what’s best for you.

Despite difficult times, your Club is in a 
fundamentally strong position and it will be 
managed to ensure it stays that way, as well 
as supporting its members and the Queensland 
community.

As the President mentioned in her report, the 
Group’s bottom line has been impacted 
by COVID, especially in terms of 

reduced investment returns. RACQ’s net surplus was $12.94 
million and our core business lines of assistance, insurance 
and banking performed solidly considering the unparalleled 
economic conditions.

As a mutual company, RACQ doesn’t exist to make profits, 
but we also don’t want to make losses. While the outlook 
for the economy is not as good as it was, we will emerge 
strongly from this. 

Our road service continued its high standards, with an 
average time of 38 seconds to answer phone calls and a 
roadside response within 60 minutes being met in more 
than 92 percent of cases. Even during the peak lockdown 
period, RACQ never denied a road service job. Processes 
were developed quickly to ensure that safe, reliable road 
service could be delivered during these conditions. 

The performance of road service was reflected in a member 
satisfaction rate of 95.1 percent.

RACQ’s roadside policies grew almost 0.5 percent 
to 1.33 million, with premium roadside policies 
reaching almost 42.5 percent of total roadside 
coverage. As more people opt for road travel 
in the coming months, we believe there will be 
an even greater take-up of premium roadside 
products, with their extended benefits.

FY20 also marked the first full year of operation 
for our global-grade, iCAD, computer-aided 

allocation and dispatch system 

R

for roadside jobs, which RACQ shares 
with some other Australian auto 
clubs.

Meanwhile, RACQ battery sales 
increased by 4.2 percent, with more 
than 185,000 delivered this year, 
and RACQ Autoglass expanded to include Advanced Driver 
Assistance System (ADAS) recalibration services. This 
relates to autonomous features like radar, cruise control 
and cameras, which can be affected in modern vehicles 
when windscreens are replaced. We can deliver this in store 
or in field. 

Unfortunately, COVID-19 had a significant impact on RACQ 
Travel, now part of a joint venture with the Hunter Travel 
Group. Our travel staff spent considerable time helping 
members return home from overseas and, with virtually  
no travel allowed, bookings and revenue have been  
severely affected.

On the insurance front, although there were less large-scale 
events, several moderate weather episodes combined 
to generate our highest claims loss ever – $129 million in 
claims not covered by reinsurance.

The bushfires, of course, were devastating for those 
Queensland families affected, but in terms of claims for the 

business, they amounted to only $3.7 million. 

Conversely, the Rockhampton hailstorm in April led to $65 
million of incurred claims and hit as RACQ was dealing with 
the onset of COVID. We had to respond to the storm while 
setting up our staff to work from home and ensuring that 
services could continue to members. The Sunshine Coast 
hailstorm in November also impacted on our bottom line.

RACQ Insurance handled these issues efficiently and 
with empathy, ensuring members affected were helped 
promptly. The insurance industry is finding that hailstorms 
are becoming more damaging and having bigger claim 
impacts.

Considerable adjustments were made 
to insurance processes under the 
COVID lockdown, including rolling out 
virtual assessing for home and motor 
claims, picking up and dropping off 
people’s cars at repairers, sanitisation 
in repair situations, managing repair 
supply chains, and providing cash 
settlements if suppliers weren’t 
available. We launched online claims 
for Pet Insurance, with a take-up rate 

As a member of 
RACQ, you are 
powerful... We 
will always do 
what’s best  
for you.

Staying strong
in challenging times
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of 50 percent. In May, RACQ also introduced an intuitive, 
digital claims platform for home insurance which connects 
external assessment and repair information so claims 
staff and members remain better connected through the 
process.

A big positive for the year was the insurance company’s 
achievement, for the first time, of $1 billion in gross written 
premiums. It was an outstanding result.

In addition, RACQ generated some $7 million in savings 
for members through motor insurance premium pauses, 
reductions and rebates during the COVID-19 pandemic. 
RACQ Insurance also played a central role in the Group’s 
hardship team, supporting members who were suffering 
financial difficulties.

RACQ Bank also worked hard to help members facing 
COVID-related financial issues. It recorded a planned loss of 
$4.2 million, given investment in our core banking systems 
and digital experience. We’re confident of the strategy we 
have for the bank and will continue 
to invest in its technology and 
services to compete strongly with 
larger financial institutions.  

FY20 has been a difficult year for 
banking. Between June 2019 and 
March 2020, the Reserve Bank 
made five successive cuts to the 
official cash rate, dropping it to an 
unprecedented level. Combined 

with declining economic conditions, this put considerable 
pressure on smaller lenders, like RACQ.  

Even so,  the upgrade of the core system for the bank was 
completed and significant process improvements, including 
‘click to chat’ functionality, were made to enhance 
customer experience and address COVID issues. 

RACQ Bank also drove the development of a new financial 
wellbeing portal to support members’ financial resilience 
with digital content, including information on budgeting 
and managing debt, as well as targeted webinars.

I’m pleased the bank achieved a record high Net Promoter 
Score of 69.8 during the COVID-19 lockdown, which is 
a stunning result in the financial sector. It shows that 
members trust what RACQ is doing for them in banking.

Significantly, RACQ Bank was named one of the nation’s 
most trusted in the Australian Banking Brand and Trust 
Index and, for the second year running, also won five-star 

Canstar awards for several home 
loan products and its Advantage Plus 
savings account. 

One positive by-product of COVID is the 
increased impetus to adopt new ways 
of doing things. 

As an organisation interacting with 
a large proportion of the Queensland 
community, RACQ recognises people 

want to do business at a time and place that suits them. 
We need improved digital solutions and to provide greater 
flexibility in service delivery. Members expect more 
convenience and that is what we will deliver. 

There has been significant development of our technology 
platforms this year. In particular, our core member system 
has been replaced, with the main phase finished and the 
final stage due to be finalised in the first quarter of FY21. 
This is the most complex technology project undertaken 
by RACQ and will remove significant risks associated with 
outdated legacy platforms, while significantly boosting 
business capability. This system underpins everything we 
do in the RACQ Group.

RACQ also finalised its move to the Cloud. Considerable 
internal technology has been decommissioned, which will 
yield long-term financial savings. We also upgraded the 
core banking system and various RACQ apps to improve 
member experience. In particular, enhancements were 
made to the road service app, with more than 10 percent of 
breakdown requests now logged through this channel. 

One of the organisation’s important responsibilities is to 
ensure we have the capacity to deal with cyber threats. 

I’d like to assure members that as part of our focus on this, 
we have established a 24/7 Security Operations Centre 
to allow real-time monitoring and intervention whenever 
there is a threat to RACQ data, systems or staff.  
It was pleasing to see RACQ’s purchase of the Mt Cotton 
driver training facility finalised. We will be working through 

development plans this year for the new RACQ Mobility 
Centre of Excellence, which will be a key anchor for our 
mobility strategy. 

Road safety, of course, continues to be a major focus, with 
ongoing education campaigns, research and investigations. 

For example, RACQ is currently in the second phase of 
a research project that, with real-world monitoring, is 
investigating more effective lighting for roadside incident 
vehicles to reduce the risk of secondary incidents caused 
by passing motorists. 

RACQ also completed the first phase of an autonomous bus 
trial, run for some months with the public on Karragarra 
Island, near Brisbane. We’ve sponsored a series of electric 
vehicle charging stations in north Queensland, invested 
in a rapid charger network on interstate transport routes 
and produced a significant report highlighting the cost of 
congested road corridors to the south-east Queensland 
community.

Over the years, RACQ has undertaken many activities to 
positively impact the lives of Aboriginal and Torres Strait 
Islander peoples, but this year we moved to formalise these 
activities with the organisation’s first reconciliation plan.

Our Reflect Reconciliation Action Plan is a starting point 
in this process and includes specific actions that RACQ 
will undertake to acknowledge and support different 
cultures. It’s important that we embed reconciliation into 
the organisation’s business philosophy, activities and daily 

A big positive
for the year was 
the insurance 
company’s 
achievement...
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interactions. Giving back to the community is an inherent 
part of who we are.

Good things can be achieved even with smaller, targeted 
assistance, like the donation of cars to two Queensland 
high schools to help Indigenous students get their licence 
under the RACQ ARTIE Academy Driver Licence Program. 
RACQ also donated a second fleet van to the Currumbin 
Wildlife Hospital to help meet increasing demand for the 
rescue of injured animals, while an RACQ fundraising drive 
generated more than $70,000 for the Australia Zoo Wildlife 
Hospital’s Koala Intensive Care Unit.

I’m proud RACQ Group not only donated $100,000 to The 
University of Queensland’s COVID-19 vaccine research 
program, but also facilitated the donation of a similar 
amount from RACQ members. Plus, we continued our 
support of the RACQ International Women’s Day Fun Run, 
which this year raised more than $1 million for the Mater 
Chicks in Pink to provide practical support services to 
women with breast cancer.

Of course, we continued to deliver assistance to 
disadvantaged communities through RACQ Foundation with 
grants and on-ground recovery projects and extended our 
sponsorship of air rescue services in Queensland.

While COVID led to the cancellation of some events, 

including the flagship annual MotorFest and Gold 50 
member functions, it allowed RACQ to use its capabilities 
in other ways. Under a contract arrangement in early 2020 
during COVID lockdown, RACQ through its contact centre 
partnered with Churches of Christ to make 11,000 welfare 
phone calls in eight weeks to vulnerable members of 
Queensland communities.

RACQ genuinely believes in the importance of helping 
members and the wider Queensland community. It’s not just 
something we do. It’s part of who we are. 

As an organisation, RACQ wants to be an active participant 
in the rejuvenation and recovery of Queensland and 
its communities. We are here to help support the state 
coming out of COVID and doing well. One of our first steps 
in this regard was the recent launch of the ‘150 Must Do’s 
in Queensland’ campaign to highlight the many great 
attractions the state offers for road trips and local holidays.

While uncertainty is a big issue, RACQ Group is in a strong 
capital position and structurally well placed. We have little 
debt. We will be focused on maintaining service levels, 
member value and appropriate product pricing. Despite 
significant challenges, feedback shows the member 
experience is the best it has ever been.

RACQ staff are dedicated to the sustainability of the 

David Carter
Group Chief Executive Officer

G R O U P  C E O ’ S  R E P O R T

organisation and to achieving the best outcomes for our 
members. I sincerely thank all staff and contractors for 
their outstanding effort. I would especially like to express 
my gratitude to the many frontline staff who maintained 
a safe, physical presence under the cloud of COVID for the 
benefit of members in such areas as road service and our 
many RACQ stores.  

The organisation’s performance this year clearly defines 
how our people continue to build on a heritage they’re 
proud of, contributing in many ways to supporting our 
members and communities, and working together to create 
a new and exciting RACQ of the future.  

RACQ is acutely aware of its responsibility as a corporate 
citizen and its important role in helping to shape and 
support the future of Queensland and its people.  A key 
focus will be the development of a climate resilience 
strategy to boost the resilience of our organisation and 
guide assistance to members and their communities to 
respond to the impacts of climate change. 

This will include advocating for safer and cleaner vehicles 
and associated road infrastructure, and encouraging 
government policies that support increased take-up of 
electric and hybrid vehicles. It will also include working 
with specialised organisations, such as universities, to 
research how we can better protect communities from the 

impacts of severe weather events like cyclones and floods.  
RACQ also continues to invest responsibly, using 
investment managers who are signatories to the UN 
Principles for Responsible Investment which includes a 
commitment to incorporate environmental, social and 
corporate governance into investment analysis and 
decision-making processes.

I also would like to acknowledge the retirement of two 
members of our senior executive team. Both Chris Walsh 
(Chief Sales and Marketing Officer) and Greg Booker (Chief 
Information Officer) announced their retirements after 
many years of good service.

Finally, I would like to thank the RACQ Board, and in 
particular Bronwyn Morris, who this year completes her 
tenure as President, for their support and guidance in such 
challenging times. n

Staying strong
in challenging times (cont.)
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90.0%
Member satisfaction

$1.48bn
Total revenue

$5.49bn
Total assets

$1.45bn
Net assets

Members Sustainability

93.1%
Member trust

71.8
Net Promoter Score

$167.1m
Value returned to 
members

$80,000
Provided by RACQ 
Foundation to help 
organisations and 
charities deliver 
services

Covid-19 pandemic response

$8.6m
Member savings on 
Puma fuel

$5.6m
Theme park, 
attraction and 
movie ticket 
discounts

$12.94m
Net surplus

1.33m
Roadside policies

300
Meals delivered by 
RACQ Foundation 
staff on behalf of 
Meals on Wheels

$878m
Total gross insurance 
claims paid

How we’ve helped

40,000
Primary and 
secondary school 
students visited by 
RACQ’s Education 
team 

94%
RACQ go rate

$3.7m
Paid in bushfire claims

$40m
Paid in claims after the 
Rockhampton hailstorm
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Community

$1.1m
RACQ Foundation 
funding approved

3654 hrs 
Volunteered to execute
RACQ Foundation’s 
Assistance Projects  

94
Vehicles/machinery 
repaired/serviced 
by RACQ Foundation 
volunteers

3
LifeFlight air 
ambulance jets 
sponsored by RACQ, 
in addition to the 
LifeFlight Rescue 
Helicopter Service

88,000
Meals delivered to 
Foodbank Queensland 
distribution points by 
RACQ Foundation staff 

$7m
Savings for members 
through premium rate 
reductions and paused 
premium renewal 
increased on motor 
vehicle insurance

3000+ 
Applications for  
hardship relief  
approved
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