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FAQ FOR GENERAL PRACTITIONERS 

How will the HeadtoHelp mental health hubs work with general practice? 

This is an additional service option to help you to manage the number of patients who are experiencing stress 
and anxiety at this time. The 1800 595 212 Intake services provides support for your patients, with the 
appropriate level of mental health care. 
If you have a patient who needs support to get back on track, you can refer them to the free HeadtoHelp 1800 
595 212 central intake. People can also call 1800 595 212 to contact the hubs direct.  

How will HeadtoHelp be different to how I currently work with patients who may need ongoing mental 
health support? 

The HeadtoHelp hubs’ multidisciplinary teams of mental health workers, including psychologists, mental 
health nurses, social workers, and alcohol and drug workers, will coordinate with the patient’s regular GP – 
or help them find a regular GP if they do not have one. The service is free to the consumer and it recommends 
options for consumers from all parts of the mental health care system, state, Commonwealth and private. 
All hub providers will be working in a collaborative care manner and will support you to determine the level 
of mental health support appropriate for your patient or consumer.   

What health care services will be available at the HeadtoHelp hubs (eg psychologists, mental health nurses)? 

Each hub will have a multidisciplinary team from a variety of professional backgrounds delivering a range of 
service types. Hubs will have GPs and mental health workers, including psychologists, mental health nurses, 
social workers and alcohol and drug workers, who can support people onsite at a hub, through telehealth or 
referral to other services 

The central intake will use the Initial Assessment and Referral (IAR) decision support tool. People with level 1 
and 2 needs will be connected with existing lower intensity services. Those with Level 3 and 4 needs may 
receive care at the hubs, either onsite or through telehealth, or other more suitable services. Level 5 will be 
connected to specialist or acute mental health services, including into emergency care or into an area mental 
health triage. 

Do I need to write a referral for my patients for this service? 

No. In the first instance, please contact the HeadtoHealth hub via phone on 1800 595 21.  Our mental health 
team may request further information to help navigate the consumer into the most appropriate care. If your 
consumer is going to receive intervention in the hub, you will be contacted for further information and shared 
care planning    
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Will my patients need a mental health care plan to access HeadtoHelp services?

No, not in the first instance.  However, should your consumer need a mental health treatment plan to access 
other mental services, a HeadtoHelp team member will be in contact with you. 

What is the process if my patient has been directed by HeadtoHelp staff to another mental health care 
provider? Will this be reported back to me? 

Yes, with consumer consent.  The outcome of all your referrals will be communicated back to you. 

Will support for my patient be face-to-face or is there an option for telehealth? 

We will help to determine the level of care for your consumers need – this may include online, telehealth or  
face-to-face options as suitable. Our face-to-face services will be held in a COVID-safe environment 

Will I receive feedback on my patient’s care from other providers? 

Yes. We encourage the use of shared care plans through a consumer’s mental health journey. 

What hours is the hub available? 

Primary Health Networks are taking a staged approach to ramping up local multidisciplinary teams within

hubs over the coming months. 

This is not a crisis service, so initially our services will operate during business hours 8.30 to 5pm Monday to 
Friday. Callers during business hours will be given the option of leaving a message and receiving a call back, 
while after hours callers will hear a recorded message with details of other appropriate services.   

For further information, please contact your usual Murray PHN representative or contract manager. 

We acknowledge the traditional owners of the lands on which we work and live. We pay our respects to their elders past, 
present and emerging, and extend that respect to all Aboriginal and Torres Strait Islander people.  

We also recognise, respect and affirm the central role played in our work by people with lived experience,  
their families and/or carers. 

HeadtoHelp hubs are a collaborative partnership between Victoria’s six Primary Health Networks and an initiative of 
the Australian Government. 
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