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Introduction 

It is with great pleasure that I welcome you to the 2025 Annual General Meeting and 

present the reports and accounts for the financial year ended 30th April 2025.  

This has been another year of very positive development for GEM and I want to 

thank the entire team who have provided another year of exceptional service to our 

members.  

Since my previous report, I am pleased to confirm the restructure of the Senior 

Management Team continues to work very well, with our Head of Road Safety 

James Luckhurst working very closely with the entire team at GEM.  

Our Marketing Manager and part of the Senior Management Team, Jo Fisher, left 

GEM earlier this year to explore her personal goals in creativity and I would like to 

take this opportunity to thank Jo for everything she has done for GEM over the past 

10 years. We wish Jo our very best wishes for her future.  

The marketing function has now fallen under the Call Assist Group marketing 

umbrella, which has opened greater buying power, as well as resource amongst the 

wider marketing team for GEM. We are very pleased with how this move has 

worked, with credit going to Jo Fisher and Call Assist’s Marketing Manager Janet 

West, who both worked tirelessly to ensure it was as seamless as possible. We also 

welcomed Venezia Wilbourne into the Marketing Team, who will be concentrating all 

her time on GEM. We are in a very good place to take the organisation forward into 

2026 and beyond 

Following the last AGM on 23rd October 2024, I am delighted to confirm that Mrs 

Tugwell Smith and Mrs Starkie officially became Appointed Member 

Representatives, adding their passion and wealth of experience in road safety to the 

Executive Council. 

All organisations experience changes from time to time as people explore new paths 

in their lives or decide to retire, but it’s how organisations manage such changes can 

often set them apart from the rest. Despite a few changes over the past few years, 

all of which have enabled us to improve in areas to make them stronger, GEM 

remains resilient, adaptable and dedicated to providing the best possible service to 

our members.  
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Award winning breakdown cover 

I am pleased to report that we were able to sustain new member numbers following 

the previous price increase, whilst still remaining competitive against other well-

known providers. We therefore thank our members for their support following some 

very difficult and yet, unavoidable decisions in relation to our prices.  

GEM Motoring Assist was named as a Which? Recommended Provider for 

Breakdown Services 2024. GEM topped the table of more than 15 breakdown 

providers, scoring highly for our value for money, speedy recovery times and 

customer service.  

Since announcing the Which? results, GEM experienced a significant increase in 

new members and we maximised this opportunity to drive awareness of GEM. We 

will focus our efforts on increasing the value of GEM membership, with a view to 

retaining as many members as possible next year.  

GEM was also highly commended for Best Breakdown Cover in the Personal 

Finance Awards for a third year in November 2024. The Personal Finance Awards 

are nominated and voted for by the general public, in recognition of good service 

across the financial services industry.  

GEM retained its Defaqto 5 Star Rating, which demonstrates that we continue to 

provide policies with the highest quality offerings in the market. Also, despite some 

development delays, work on our new vehicle cover policy is drawing to a 

conclusion, when we will be offering annual vehicle based breakdown cover for the 

UK and Europe. 

We will be offering two new products which our members can purchase through the 

GEM website on an optional sale basis, so there is no obligation to make the 

purchase unless you need the cover and don’t have it elsewhere. The products are 

Key Cover and Cyber Cover, the latter of which is not only useful for home use, but 

with personal information contained in new vehicles as well as their apps, we feel our 

members will benefit greatly from this service.  

I am very pleased to confirm all our members will receive free access to a Motor 

Legal Helpline through ARAG Legal. The helpline is funded by GEM and covers only 

Motoring enquiries at this stage until the service is reviewed after an initial 6 month 

trial. More details on the Legal Helpline, Key and Cyber Cover will be featured in 

the Winter issue of Good Motoring, as well as on the GEM website when they are 

all launched. 
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The future of Recovery RECLAIM, our pay-and-claim scheme, has been considered 

since my last report and due to diminishing sales with new members’ preference 

being fully assisted services, we have decided to withdraw this product when vehicle 

cover launches.  

Our members will have the option to renew their existing Recovery RECLAIM policy 

for the foreseeable future, or opt to purchase an alternative cover with GEM. 

Following on from my last report, to protect our brand and the credibility we have 

accumulated over the past 90 years, we requested a breakdown competitor should 

cease to continue with its underhand marketing activity and passing off, which was 

met with resistance. We therefore have no other choice to defend our brand, than to 

take full legal action against the other party, which has now commenced. 

Finally, I am delighted to confirm the Company of Veteran Motorists Ltd, the 

Proprietor of GEM and with a history dating back to 1932, is no longer dormant and 

is now a fully operational company once again. 

Membership 

I’m pleased to say that in 2024/25 5,051 new membership policies were taken out, 

exceeding the previous year by 16%.  

Our plan going forward is to continue to grow our membership and to concentrate on 

retaining the loyal customers we already have, by offering the best value for money 

motoring membership and expanding the breakdown cover we offer. 

Head of GEM Member Services, Mrs Moody, has been working hard to improve 

processes and communication in the office. The team is now proactively multitasking 

in all areas. 

To help the Team further, we have invested in more robust IT systems and back up 

services to compliment the new telephone system we installed the previous year. 

Broadband efficiency has been addressed and we are embracing AI where we are 

able to ensure we are as efficient as possible in keeping costs down for our 

membership.  
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Road Safety / Road Safety Charity 

Road safety continues to be a vital part of GEM Motoring Assist. As an active 

member of the Parliamentary Advisory Council for Transport Safety (PACTS) and 

Road Safety GB, GEM collaborates closely with partners including Network Rail (on 

level crossing safety), Transport Research Laboratory, academics, policy makers, 

the Metropolitan Police, the British Horse Society and National Highways.  

This year, GEM contributed to the Blue Light Aware project by delivering four new 

awareness videos modified specifically for an audience of young drivers. The videos 

were launched at the Young Driver Focus event in May 2025, which GEM once 

again supported as headline sponsor.  

Throughout 2025 we have been calling for improvements in regulations around 

eyesight tests and licence renewals for older drivers. Currently, UK regulations rely 

entirely on self-declaration of medical conditions after the age of 70, without 

compulsory sight testing linked to licence renewal. This regulatory gap can leave 

drivers on the road whose vision does not meet minimum legal standards. GEM 

advocates for regular, independent eyesight assessments as part of the licence 

renewal to prioritise safety for older drivers and all road users. This advocacy 

includes raising awareness through sponsorship of the forthcoming Older Drivers 

Safety Conference scheduled for April 2026.   

GEM will once again be the headline sponsor for the Young Driver Focus in May 

2026, as well as a sponsor for the Road Safety GB conference in November 2025, 

which signifies our support in all areas and ages related to road safety. 

GEM’s head of road safety has engaged regularly with media outlets including BBC 

stations in Sussex, Surrey and Kent, as well as on network television to discuss 

topical road safety issues.  

The GEM Road Safety Charity has supported five different initiatives during 2025, 

including the Devon Air Ambulance Trust’s project to identify and classify injury 

patterns across different road user types and the Gloucestershire Older Persons 

Association initiative to assist with the first stage of a four-stage redevelopment and 

relaunch of the Older Drivers Forum. 

Both GEM and its associated Charity have vital roles in the UK’s road safety 

landscape, earning respect across the profession for their unwavering commitment 

to reducing road casualties.  
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Through innovative grant-funded projects, campaigns such as Blue Light Aware and 

strengthened strategic relationships, we continue to support national efforts that save 

lives. 

Keeping in Touch with Members 

Good Motoring, our quarterly members’ magazine, was first published in 1935 and 

remains our biggest opportunity to communicate with our members. 

This year, we celebrated our 90th year of publication, with Autumn’s 90th edition 

featuring an insight into future technology, together with a nostalgic look back over 

many decades and how road safety has progressed over the years.  

James Luckhurst continues to lead the publication of the magazine as Editor, 

supported by David Motton as Road Test Editor and a number of highly valued 

contributors. I would like to thank James and the team for their dedication in ensuring 

each magazine is a most enjoyable and informative read.  

The 90th year issue gained some very positive and well deserved feedback from our 

members, especially as James spent days pouring over the archives. 

There are still plans to review the positioning of the magazine, to widen the audience 

and use it as a vehicle to increase memberships without necessarily also buying 

breakdown cover. The magazine can now be viewed in a digital format on the GEM 

website and all members will be provided with the option to either continue receiving 

a hard copy of the magazine in the post, or simply read it online at their leisure and 

wherever.   

We continue to carry out new member surveys to gain valuable insight into why 

people choose to join GEM, what content they like to read from GEM and how often 

they want to hear from us. We have also introduced exit surveys on the website to 

find out why people did not complete a purchase online, which gives us valuable 

insight into website content, usability and the relevance of our offering.  

The team at GEM has been even more interactive on the website, using live chat as 

an opportunity to help visitors who may have questions about our cover. Website 

conversion continues to be a key focus for the marketing team, working alongside 

our digital agencies. 
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Finances 

Copies of the association’s accounts are presented here today and are also 

available, free of charge, from our office in Forest Row. 

And Finally 

I would like to thank my colleagues on the Executive Council for their continued 

support, the fantastic team in the GEM office, our Senior Management team, 

Marketing team, all the 24 hour Control Centre staff and our network of Recovery 

Operators who, in sunshine, rain, sleet and snow, bravely risk their lives every day 

whilst helping motorists at the roadside. 

My final words are in appreciation of all our loyal members, who have always 

supported GEM in becoming such a success in winning awards, whilst also 

supporting us in promoting safety on our roads for the benefit of all road users and 

pedestrians. 

Lee Puffett  

Chairman, GEM Motoring Assist  
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For further enquiries please contact us by calling 
01342 825676 or email 
memberservices@motoringassist.com 
 
GEM Motoring Assist 

Station Road 

Forest Row 

East Sussex 

RH18 5EN 
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