
 

 

 Consumer FAQs 
For people using services  

Why are you changing 
the organisation that 
provides my support? 

After a number of service reviews, Nelson Marlborough Health 
needed to make significant changes to its service model of delivering 
care. As these changes mean a significant change to the way we 
deliver care, Nelson Marlborough Health had to undertake a process 
to find the most capable provider to deliver a new model of 
integrated, responsive recovery support services.  

 
Who has been awarded 
the contract and when 
do they start? 

NMH is pleased to announce that Pathways, who received the 
highest weighted score by our panel, has been given the new 
contract. 
 
Pathways is a community focused organisation based in both small 
and large locations across New Zealand. Pathways has a solid 
reputation for providing innovative, contemporary community-based 
mental health, addiction and wellbeing support services for more 
than 30 years. Pathways is passionate about supporting people to 
live well in their community and does so by working closely with 
them and their whānau, using evidence-based practice. To find out 
more about Pathways, visit their website: www.pathways.co.nz   
 
Pathways will start establishing themselves in the region in October, 
commencing work to ensure the smooth transition of current service 
provision on 1 February next year (2020). The contract is for an initial 
5 year period.   

When will the change 
take place? 

We are working with all existing providers to ensure business as 
usual until the end of January 2020. Pathways will start establishing 
themselves in the region in October, to ensure the smooth transition 
of your services on 1 February next year.  

Will my services end 
before new services 
start? 

NMH is working with the current providers and the new providers to 
ensure a smooth transfer of services, to ensure that service 
disruption is kept to a minimum. At this stage, we do not expect any 
services to end before new services start. 

What will the transition 
period/plan look like 
and when will this 
happen 

The transition period will start in October when Pathways begin 
establishing themselves in the region. A project group made up of 
NMH and Pathways staff, existing providers and clinical, community 
and peer representatives will develop a detailed plan for the 
transition of services. All clients will be directly contacted by 
Pathways before 1 February 2020. 

http://www.pathways.co.nz/


 

 

What will happen to my 
services? 

The services affected by these changes are the current community 
support services and housing and recovery type services provided by 
Mental Health Support Solutions (MHSS), Gateway Housing Trust and 
Emerge Aotearoa. Your services will not stop and your current 
provider will continue to deliver your care until you are safely 
transferred to the new provider. We will work with your current 
providers to ensure that we have a detailed and robust transition 
process, to facilitate continuity of support service provision for you 
and your whānau. As part of this, we are working with them to 
extend their current contracts until the end of January 2020, to allow 
for a smooth transition of services to new provider Pathways.  
 
Pathways will get in contact with you before 1 February 2020 to 
discuss the transfer and what your care will look like in 2020 in the 
integrated and flexible model of care. Eligibility for services won't 
change, and you will continue to receive the support you need. 

I'm currently in 
supported 
accommodation, will I 
need to move? 

A project group will be established to oversee the transition, made 
up of NMH and Pathways staff, existing providers and clinical, 
community and peer representative to develop a detailed plan for 
the transition of services.  
 
If you might need to move as part of the transition, Pathways will be 
in touch with you directly before the end of 2019. Pathways will be 
exploring all options with you to try to keep the transition as smooth 
as possible. You will always be involved with all decisions about 
where you live. 

Do I get to keep the 
same support worker? 

Where possible Pathways will do their best to maintain consistency 
of support workers but if this is not possible someone else who is 
qualified to support you will deliver your support. 

Will my support worker 
still come at the same 
day and time? 

Where possible Pathways will do their best to maintain some 
consistency around timing of visits. If this is not possible, any 
changes will be kept to a minimum and these will be discussed with 
you in advance 

How will I be informed 
as things progress 

Pathways will be in touch with you individually about your transition 
plan. They will also be providing general community updates which 
you and your whānau can sign-up to at 
https://www.pathways.co.nz/contact/nm 

Why didn't some 
providers get selected? 

Nelson Marlborough Health went through an open, competitive 
tendering process, to identify the organisations we believe are best 
able to deliver the new service for the next five years. Our evaluation 
panel (made up of clinical, consumer, external, Māori and state 
sector representation) gave Pathways a higher score than any of the 
other proposals we received. 

I want to speak to 
someone face to face. 
How can I do this? 

You can talk to your care manager or other clinical worker. Client and 
whanau forums and information sessions will be held in Nelson, 
Motueka and Marlborough. More detail is included about this in the 
drop-in session flyer. You can also talk to a number of different 
organisations listed on the flyer. 

https://www.pathways.co.nz/contact/nm


 

 

 


