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Mental Health Navigator – Frequently Asked Questions
Question Answer

Who is eligible for Mental Health Navigator? All Accuro members aged 18 years and over that have the Specialist plan 
as part of their Hospital & Surgical cover.

What is the cost for MHN? There is no extra cost for this service, it is included within the Specialist 
plan.

What Accuro products do you need to have to add 
the Specialist plan?

SmartCare, SmartCare+, StaffCare, StaffCare+, SmartStay, StaffStay, 
MMP Hospital, RVP Hospital, KidSmart (18 years or older).

How do members access Mental Health Navigator? Call 0800 425 005 between 11am – 7pm NZT or 9am – 5pm Australian 
Eastern Standard Time (GMT+ 10).*

Where is the Mental Health Nurse who takes the 
call based?

Jo and the other mental health nurses are based in Melbourne but are 
NZ registered mental health nurses.

Where are the psychologists and psychiatrists 
based?

They are based here in New Zealand.  If there are high demands on the 
service, psychologists and psychiatrists based in Australia may assist but 
they will be NZ registered.

* As MHN services are based out of Melbourne, operating hours for NZ may 
change. 
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Will members have to travel to meet with the 
mental health professionals?

No, all meetings will be done by telephone and video call.

Some employers offer EAP to staff, what is the 
difference between EAP and Mental Health 
Navigator?

EAP is a great service here in New Zealand that employers can fund for 
their staff.  They provide virtual and face to face counselling support, but 
they are not able to provide psychological assessment or advise on 
treatment or medication like MHN can.

Do members need a referral to access MHN? No, as long as members have the Specialist plan then they can simply 
call the 0800 425 005 number whenever they need support.

If members require further mental health 
appointments after going through the MHN 
process, is this covered?

Under the Specialist plan, there is a $500 mental health consultation 
benefit. Members should confirm eligibility for this by checking that 
they don’t have an exclusion for mental health. They can do this by 
calling Accuro or logging into the member portal. 

If members have an exclusion for mental health, 
can they still use MHN?

Yes, as long as members have the Specialist plan they can contact MHN 
regardless of any exclusions.


