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📞CALL 0508 697 623 TO SPEAK WITH OUR 24/7 ROADSIDE ASSISTANCE TEAM  

Roadside Assistance benefits apply only to the nominated vehicle listed on the policy. 

To be eligible for Roadside Assistance, the driver or member must be present with the vehicle when 

the service provider, patrol unit, or tow operator arrives. 

When calling NZRA, please have the following information ready: 

• Vehicle registration number 

• Best contact phone number for the driver or member 

• Vehicle make, model, and colour 

• Exact location details, including street name, suburb, town, nearest intersection, side of the 

road, direction of travel, and any nearby landmarks 

After calling NZRA, please remain with your vehicle until help arrives. Keep your mobile phone 

switched on and easy to hear in case our operator or service provider needs to contact you. 

If there are extraordinary circumstances or any risk to your safety, please advise us when you call. 

Please ensure you have read and understood these Terms, Conditions and Exclusions before 

purchasing a policy. 

NZRA uses a secure payment platform to process any costs that exceed your policy entitlements. 

A callout is considered used once a service provider has been dispatched, not when they arrive. 

Cancelled callouts may be counted against your annual callout allowance or, for non-policy holders, 

charged as an upfront service cost. Any refund, reinstatement, or waiver of a callout is not automatic 

and remains at NZRA’s discretion. 

 

FOR DRIVERS WITH A HEARING OR SPEECH IMPAIRMENT 

If required, please use the New Zealand Relay Service. This service assists people who are deaf, hard 

of hearing, or speech impaired to communicate by phone. 

Website: https://www.nzrelay.co.nz 

TTY: 0800 471 3713 

Voice: 0800 432 9697 

Please ensure you have all vehicle, contact, and location information ready to provide to the relay 

operator. 

 

 

 

https://www.nzrelay.co.nz/
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PROGRAMS 

Roadside Assistance provides nationwide support for common breakdown events. 

Roadside Assistance applies to the nominated vehicle and may be used by any licensed driver 

authorised to operate that vehicle under the policy. 

Roadside Assistance is provided by NZRA and its approved service providers throughout New 

Zealand. 

All policies are subject to a 48-hour stand-down period. 

 

NZRA Standard Roadside 

Includes 6 callouts per policy year. 

Battery Assistance 

Attendance to jumpstart the covered vehicle. Replacement batteries may be arranged subject to 

availability and are at the member’s expense. 

Vehicle Unlock Assistance 

Attendance by a technician to attempt entry into the covered vehicle. 

Flat Tyre Assistance 

Assistance to fit the vehicle’s serviceable spare tyre. If no suitable spare is available, towing to the 

nearest repairer or place of safety may be offered. 

Fuel Assistance 

Delivery of up to 5 litres of fuel or towing to the nearest refuelling station or place of safety, at 

NZRA’s discretion. Cost of the fuel is at the member’s expense. 

Towing Assistance 

If the vehicle experiences a mechanical or electrical breakdown (not accident) and becomes 

immobilised, towing assistance will be provided to the nearest repairer or place of safety, whichever 

is closest. 

EV Assistance 

Towing of an electric vehicle to the nearest accessible charging station or place of safety, at NZRA’s 

discretion. 

Workshop Locator 

If you are unsure where to take your vehicle, NZRA may assist with recommendations for suitable 

repairers. 
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NZRA Premium Roadside 

Includes 6 callouts per policy year. 

Battery Assistance 

Attendance to jumpstart the covered vehicle. Replacement batteries may be arranged subject to 

availability and are at the member’s expense. 

Vehicle Unlock Assistance 

Attendance by a technician to attempt entry into the covered vehicle. 

Flat Tyre Assistance 

Assistance to fit the vehicle’s serviceable spare tyre. If no suitable spare is available, towing to the 

nearest repairer or place of safety may be offered. 

Fuel Assistance 

Delivery of up to 5 litres of fuel or towing to the nearest refuelling station or place of safety, at 

NZRA’s discretion.  

Towing Assistance 

If the vehicle experiences a mechanical or electrical breakdown (not accident) and becomes 

immobilised, towing assistance will be provided to the nearest repairer or place of safety, whichever 

is closest. 

Trailer Towing 

If the covered vehicle breaks down while towing a trailer, boat trailer, or caravan, towing assistance 

may be provided to the nearest repairer or place of safety, whichever is closest. 

EV Assistance 

Towing of an electric vehicle to the nearest accessible charging station or place of safety, at NZRA’s 

discretion. 

Workshop Locator 

If you are unsure where to take your vehicle, NZRA may assist with recommendations for suitable 

repairers. 

Premium Benefits 

If the vehicle breaks down more than 100km from your registered home address and cannot be 

mobilised within 24 hours, you may be eligible to claim: 

• $30 toward taxi or alternative transport 

• Up to $120 per day toward a rental vehicle, for a maximum of 3 days 

OR 

• Up to $120 per night toward accommodation, for a maximum of 3 nights 

Premium benefits are subject to the eligibility requirements set out in Section 3. 
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NZRA Motorhome Roadside 

Includes 6 callouts per policy year. 

Battery Assistance 

Attendance to jumpstart the covered vehicle. Replacement batteries may be arranged subject to 

availability and are at the member’s expense. 

Vehicle Unlock Assistance 

Attendance by a technician to attempt entry into the covered vehicle. 

Flat Tyre Assistance 

Assistance to fit the vehicle’s serviceable spare tyre. If no suitable spare is available, towing to the 

nearest repairer or place of safety may be offered, up to a maximum NZRA contribution of $200 

including GST. 

Fuel Assistance 

Delivery of up to 5 litres of fuel or towing to the nearest refuelling station or place of safety, at 

NZRA’s discretion. Cost of the fuel is at the member’s expense. 

Towing Assistance 

If the vehicle experiences a mechanical or electrical breakdown (not accident) and becomes 

immobilised, towing assistance may be provided to the nearest repairer or place of safety, up to a 

maximum NZRA contribution of $200 including GST. 

EV Assistance 

Towing of an electric vehicle to the nearest accessible charging station or place of safety, at NZRA’s 

discretion. 

Workshop Locator 

If you are unsure where to take your vehicle, NZRA may assist with recommendations for suitable 

repairers. 

 

NZRA Commercial Roadside 

3500KG TO 5000KG — LESS THAN 5M 

Includes 6 callouts per policy year. 

Suitable for eligible commercial vehicles up to 5000kg GVM and less than 5 metres in overall length. 
Vehicles exceeding 5000kg GVM are not eligible for NZRA Commercial Roadside Membership. 
 
Battery Assistance 

Attendance to jumpstart the covered vehicle. Replacement batteries may be arranged subject to 

availability and are at the member’s expense. 

Vehicle Unlock Assistance 

Attendance by a technician to attempt entry into the covered vehicle. 
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Flat Tyre Assistance 

Assistance to fit the vehicle’s serviceable spare tyre. If no suitable spare is available, towing to the 

nearest repairer or place of safety may be offered, up to a maximum NZRA contribution of $200 

including GST. 

Fuel Assistance 

Delivery of up to 5 litres of fuel or towing to the nearest refuelling station or place of safety, at 

NZRA’s discretion. Cost of the fuel is at the member’s expense. 

Towing Assistance 

If the vehicle experiences a mechanical or electrical breakdown (not accident) and becomes 

immobilised, towing assistance may be provided to the nearest repairer or place of safety, up to a 

maximum NZRA contribution of $200 including GST. 

EV Assistance 

Towing of an electric vehicle to the nearest accessible charging station or place of safety, at NZRA’s 

discretion. 

Workshop Locator 

If you are unsure where to take your vehicle, NZRA may assist with recommendations for suitable 

repairers. 

 

NZRA Commercial Roadside 

3500KG TO 5000KG — OVER 5M 

Includes 6 callouts per policy year. 

Suitable for eligible commercial vehicles up to 5000kg GVM and more than 5 metres in overall 
length. Vehicles exceeding 5000kg GVM or longer than 5 meters are not eligible for NZRA 
Commercial Roadside Membership. 
 
Battery Assistance 

Attendance to jumpstart the covered vehicle. Replacement batteries may be arranged subject to 

availability and are at the member’s expense. 

Vehicle Unlock Assistance 

Attendance by a technician to attempt entry into the covered vehicle. 

Flat Tyre Assistance 

Assistance to fit the vehicle’s serviceable spare tyre. If no suitable spare is available, towing to the 

nearest repairer or place of safety may be offered, up to a maximum NZRA contribution of $200 

including GST. 

Fuel Assistance 

Delivery of up to 5 litres of fuel, or towing to the nearest refuelling station or place of safety, at 

NZRA’s discretion. 
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Towing Assistance 

If the vehicle experiences a mechanical or electrical breakdown and becomes immobilised, towing 

assistance may be provided to the nearest repairer or place of safety, up to a maximum NZRA 

contribution of $200 including GST. 

EV Assistance 

Towing of an electric vehicle to the nearest accessible charging station or place of safety, at NZRA’s 

discretion. 

Workshop Locator 

If you are unsure where to take your vehicle, NZRA may assist with recommendations for suitable 

repairers. 
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TERMS AND CONDITIONS 

1. ROADSIDE ASSISTANCE TERMS AND CONDITIONS 

This section explains the NZRA Roadside Assistance program, including the terms and conditions that 

apply to your benefits. 

In this document: 

“You”, “your”, or “member” means the policy holder, nominated driver, or person requesting 

assistance under the policy. 

“NZRA”, “we”, “us”, or “our” means NZ Roadside Assistance Ltd trading as NZRA. 

Definitions: 

Breakdown – An unexpected mechanical, electrical or electronic failure that prevents the Covered 

Vehicle from being safely or legally driven.  

Covered Vehicle – The vehicle listed on the Membership that is eligible to receive the Services under 

this Agreement.  

Callout – A request for roadside assistance resulting in the dispatch of a Service Provider to attend 

the Covered Vehicle.  

Place of Safety – A location where the Covered Vehicle can be safely left, such as the Member's 

home, a repairer, or another suitable destination determined by NZRA.  

Policy Year – The 12-month period commencing on the Membership start date or any renewal date.  

Mechanical Breakdown – The sudden failure of a mechanical component of the Covered Vehicle due 

to normal operation, excluding failures caused by accidents, misuse, neglect or lack of maintenance.  

Member – The person or entity named on the Membership who is entitled to receive the Services in 

accordance with this Agreement. 

Services Overview 

Roadside Assistance: 

• Applies only to breakdowns that occur within the North and South Island of New Zealand. 

• Applies only to vehicles located on a public road or other location safely accessible to NZRA’s 

contractor or service provider. 

• Applies only to the nominated vehicle listed on the policy. 

• Requires the driver or member to be present with the vehicle when assistance arrives. 

• Does not apply where the driver continues to drive the vehicle against NZRA’s advice or 

against the advice of a qualified repairer, and further damage occurs. 

• Does not apply where the member has failed to take reasonable steps to repair or resolve a 

known fault. 

• Does not cover mechanical assessment, mechanical repairs, parts, servicing, or accident-

related damage. 

• Does not apply to faults where the vehicle can still be safely driven to a suitable repairer. 

• Does not apply to non-mechanical faults, including but not limited to accessories, 

motorhome interior systems, windows, doors, radios, entertainment systems, or other non-

mechanical faults. 
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NZRA reserves the right to restrict or decline assistance where repeated callouts relate to the same 

unresolved fault, recurring fuel depletion, battery neglect, lack of maintenance, or any circumstance 

where the member has failed to take reasonable steps to resolve the underlying issue. 

Roadside Assistance is subject to a 48-hour stand-down period from the commencement of cover. 

NZRA may decline assistance where there is reasonable evidence that the fault existed before cover 

commenced or occurred during the stand-down period. 

Roadside assessments are not a replacement for assessment by a suitably qualified repair facility. 

Assessments are subject to the opinion of the attending technician and the presentation of the fault 

at the time of attendance. 

While technicians will make reasonable efforts to identify the fault, some faults may be unusual, 

intermittent, ambiguous, or only identifiable after diagnostic scanning or workshop inspection. Any 

roadside opinion or differential diagnosis is not a final or binding mechanical assessment. NZRA and 

its contractors are not liable for costs or decisions arising from roadside assessments or advice. 

Services such as jumpstarts, fuel delivery, and unlock assistance may not be performed on 

motorways due to health and safety requirements. In these cases, a tow may be offered instead. 

1.1 Response Times 

NZRA does not guarantee response times. 

Any estimated arrival time provided by NZRA or its service providers is an estimate only. Response 

times may vary due to circumstances outside NZRA’s reasonable control, including but not limited to: 

• Weather conditions 

• Traffic congestion 

• Road closures 

• Public emergencies 

• Contractor availability 

• High demand 

• Remote or difficult locations 

• Ferry schedules 

• Other operational or unforeseen circumstances 

1.2 Road Service Callouts 

All NZRA Roadside programs include 6 callouts per policy year. 

Once the 6 callouts have been used, additional callouts may be offered at the member’s own 

expense. Payment must be made before assistance is dispatched. 

Where additional paid assistance is available, NZRA will provide a quote so the member can decide 

whether to proceed. 

1.3 Wheel and Tyre Changing 

If the vehicle has a roadworthy and accessible spare wheel, NZRA’s service provider may change the 

tyre during the callout. 



11 | P a g e  
© NZ Roadside Assistance Ltd. All rights reserved. 

If the vehicle does not have a suitable spare wheel, NZRA may refer to the applicable towing benefit. 

Tyre repairs, puncture repairs, patch kits, tyre inflation, and replacement tyres are not covered. 

This benefit does not apply where: 

• There are multiple flat tyres 

• The tyre or wheel has been damaged due to an accident, collision, impact, or object strike 

• The vehicle does not have a suitable spare wheel 

• The spare wheel, jack, locking wheel nut key, or required tools are missing, unsafe, or 

inaccessible 

1.4 Battery Replacement and Jumpstart 

If the vehicle does not start due to a flat battery, NZRA’s service provider may assess the battery and 

provide a jumpstart where appropriate. 

Where available, the service provider may offer a replacement battery for purchase. 

Replacement batteries are not covered under the roadside benefit and are at the member’s own 

expense. 

NZRA does not provide any warranty or guarantee for replacement batteries supplied by a contractor 

or third-party provider. Any warranty sits directly with the supplier or contractor. 

Battery replacement may not be available in all regions. 

1.5 Lockout Services 

NZRA may arrange assistance to attempt entry into the covered vehicle where keys have been locked 

inside the vehicle, provided this is approved by the vehicle owner. 

NZRA and its service providers are not liable for damage arising from forced entry, lock picking, or 

attempts to access the vehicle. The owner may be required to sign an indemnity form before the 

service is attempted. 

Some vehicles have security features, including deadlocking, that prevent roadside unlock attempts. 

Deadlocked vehicles may require a specialist locksmith. 

Mobile or specialist locksmith services are not covered under the Roadside Assistance program. 

However, NZRA may offer towing at its discretion or assist with arranging locksmith services at the 

member’s own expense. 

NZRA does not guarantee that a vehicle can be unlocked. 

Please advise NZRA at the start of the call if a child is locked inside the vehicle. 

The driver or authorised person must be on-site to take possession of the keys following the service. 

The lockout benefit does not cover: 

• Locksmith costs 
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• Lost keys 

• Damaged locks 

• Locks damaged by attempted theft or vandalism 

• Replacement keys 

• Key programming 

• Immobiliser or transponder faults 

NZRA may be able to assist with arranging towing or locksmith services at the member’s own 

expense. 

1.6 Emergency Fuel 

If the vehicle runs out of fuel, NZRA may arrange a service provider to attend and supply up to 5 

litres of regular petrol or diesel, or may arrange towing to a fuel station at NZRA’s discretion. 

NZRA covers the delivery of emergency fuel under the benefit. The cost of the fuel itself is at the 

member’s expense and must be paid before the fuel is dispensed. 

If the vehicle is in a rural or remote location and 5 litres is unlikely to be sufficient to reach a place of 

safety, NZRA may offer towing to a fuel station instead. 

If the member is already in a safe place but has no means to pay for the fuel, this is not considered 

an emergency fuel service under the policy. If the member is stranded and has no means to pay for 

fuel, a tow to the nearest place of safety may be offered at NZRA discretion. 

Where there have been repeated emergency fuel callouts within a short period, NZRA reserves the 

right to offer towing to a fuel depot rather than fuel delivery, or to decline service where the request 

is not considered a genuine emergency roadside callout. 

Roadside benefits do not apply where the vehicle has been filled with the incorrect fuel. NZRA may 

assist at the member’s own expense or refer the member to an appropriate provider. 

1.7 Electric Vehicles 

If an electric vehicle runs out of charge, NZRA may arrange towing to the nearest accessible charging 

station or place of safety, at NZRA’s discretion. 

If the member requests towing beyond the nearest suitable charging station or place of safety, 

additional costs will be at the member’s expense. 

The member must supply their own charging cable and any required adaptor. NZRA does not supply 

EV charging cables or adaptors. 

Any costs associated with charging the vehicle are at the member’s own expense. 

1.8 Travel or GPS Location Assistance 

NZRA operators may assist with travel directions or location information to help the driver continue 

their journey safely. 

In an emergency, NZRA may assist by contacting a family member, emergency contact, or emergency 

services on the driver’s behalf. 
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If the driver is lost or unable to provide an accurate breakdown location, NZRA may send an SMS GPS 

location link to help identify the vehicle’s location. 

1.9 Technical Advice 

NZRA may provide general technical advice, subject to availability, where the member has concerns 

about vehicle performance, warning lights, unusual noises, safety concerns, or vehicle operation. 

 

Any technical advice provided: 

• Does not replace or override manufacturer instructions 

• Does not replace advice from a registered mechanic or qualified repairer 

• Is not a binding diagnosis 

• Is based only on the information available at the time and availability of such information 

NZRA is not liable for faults, damage, costs, or consequences arising during or after troubleshooting 

or technical advice. 

 

2. TOWING TERMS AND CONDITIONS 

If the vehicle cannot be mobilised, or if NZRA determines that towing is required, NZRA may arrange 

a towing provider to tow the vehicle to a place of safety or repair, at NZRA’s discretion. 

Towing applies only where the vehicle has suffered a mechanical or electrical fault or failure covered 

by the policy. 

2.1 Towing Entitlements — Standard and Premium Programs 

The Standard and Premium towing benefit covers towing to the nearest repairer or place of safety. 

A place of safety may include: 

• A repairer 

• A tow company storage yard 

• A private address 

• Another suitable location approved by NZRA 

The policy does not provide an entitlement to tow to a preferred repairer or authorised repairer 

where that location is beyond the nearest suitable place of safety. 

After hours, where repairers are closed, towing may be offered to a tow company for secure storage 

if the member does not provide a suitable drop-off address. Any storage costs or subsequent towing 

costs are at the member’s expense. Towing to a closed repairer may be arranged at the members risk 

and liability. 

NZRA operators may recommend repairers from NZRA’s network or the MTA network if the member 

is unsure where to take the vehicle. 
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It is the member’s responsibility to contact the repairer, confirm they can receive the vehicle, and 

book the vehicle in. Second tows, storage costs, or further transport costs arising because a repairer 

is closed, unavailable, unsuitable, or not expecting the vehicle are at the member’s expense. 

If the member requests towing further than the policy covers, NZRA may contribute up to the 

covered entitlement. Any additional distance or excess kilometre charges are at the member’s 

expense. NZRA will advise the covered destination and any additional cost before dispatching the 

tow. 

The member is responsible for ensuring the towing company completes a tow authority form before 

transporting the vehicle. This records any pre-existing vehicle damage and may assist with evidence if 

damage occurs during towing. 

NZRA is not responsible for third-party towing disputes or damage claims, although NZRA may assist 

with communication between parties where appropriate.  

Accident Towing: NZRA may, at the Member's request and subject to service provider availability, 

arrange the towing or recovery of a Vehicle following an Accident; however, all towing, recovery, 

storage and associated costs are the responsibility of the Member. For the purposes of this 

Agreement, an Accident means any collision, impact, rollover, fire, flood, vandalism, theft recovery or 

other external event that causes damage to the Vehicle or renders it unsafe or unable to be driven. 

2.2 Towing Entitlements — Commercial Vehicle and Motorhome Programs 

Commercial Vehicle and Motorhome Roadside programs have a separate towing entitlement. 

These programs provide a maximum NZRA contribution of $200 including GST toward the initial tow 

for a covered mechanical or electrical breakdown. 

Any costs above the $200 including GST contribution are the member’s responsibility and must be 

paid before assistance is dispatched, unless otherwise agreed by NZRA. 

2.3 Second Tow 

NZRA Roadside programs cover one tow per breakdown event. 

If a second or additional tow is requested or required, NZRA may assist at the member’s own 

expense. 

NZRA will provide a quote, which must be accepted and paid by credit or with a debit card before the 

additional tow is dispatched. 

2.4 Trailers and Towed Units Where the Towed Unit Breaks Down 

This section applies where the trailer, caravan, boat trailer, or other towed unit itself has broken 

down or requires separate recovery. 

This section does not remove any trailer towing benefit expressly included under the NZRA Premium 

Roadside program where the covered towing vehicle has broken down. 

NZRA does not contribute to the towing or recovery of non-covered towed units, including trailers or 

other vehicles, where the towed unit itself breaks down or requires recovery. 
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Where assistance is available, NZRA may assist at the member’s own expense. NZRA will provide a 

quote, which must be accepted and paid before assistance is dispatched. 

Alternatively, NZRA may direct the member to a suitable local towing provider. 

2.5 Bogged or Stuck Vehicles 

NZRA does not cover situations where a vehicle has become stuck or bogged, including but not 

limited to: 

• Driveways 

• Grass 

• Sand 

• Mud 

• Walls 

• Ditches 

• Off-road locations 

• Flooded areas 

These events are not considered mechanical breakdowns under the Roadside Assistance program. 

NZRA may provide a quote for recovery at the member’s own expense or direct the member to an 

appropriate recovery provider. 

If the vehicle has a mechanical breakdown while also being stuck or bogged, the member must first 

arrange for the vehicle to be moved to a safe and accessible location before roadside attendance will 

be arranged. 

2.6 Passengers During Towing 

NZRA and its towing providers will endeavour to transport passengers where possible, but this 

depends on the individual tow company’s policy, available seating, number of passengers, vehicle 

type, safety requirements, and operational circumstances. 

Tow companies are not obligated to transport passengers. 

Where passengers are carried, this is done on an emergency basis and at the discretion of the tow 

provider. 

NZTA rules may allow limited exceptions in emergency towing situations where passengers ride in a 

vehicle carried on the back of a tow truck, provided all passengers are secured with seatbelts. This 

exception does not apply to passengers riding inside caravans, which is strictly prohibited by law. 

Tow companies do not provide child restraints, car seats, or booster seats and cannot fit these to 

their trucks. 

Where available, a tow company may offer a courtesy vehicle to transport passengers. Any costs 

associated with a courtesy vehicle are at the member’s expense. 

Where passengers cannot be carried, NZRA will endeavour to provide contact numbers for 

alternative transport, such as taxi, Uber, or shuttle services. 
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Alternative transport costs are not covered by NZRA, except where the member is eligible for the 

Premium taxi benefit. 

NZRA and its contractors reserve the right to refuse passenger transport where a driver or passenger 

displays unsafe, abusive, threatening, antisocial, or inappropriate behaviour. 

NZRA and its contractors may also refuse passenger transport in exceptional circumstances, including 

but not limited to pandemic restrictions, safety concerns, or operational limitations. 

 

3. PREMIUM BENEFITS TERMS AND CONDITIONS 

The NZRA Premium Roadside program includes additional benefits where the covered vehicle breaks 

down more than 100km from the member’s home address, cannot be driven and cannot be 

mobilised within 24 hours. 

Premium benefits apply only where: 

• The vehicle has suffered a mechanical or electrical breakdown (not accident) resulting in the 

vehicle becoming undrivable 

• The breakdown occurs more than 100km from the member’s home address 

• The vehicle cannot be mobilised within 24 hours 

• NZRA is contacted at the time the breakdown occurs 

• The member holds an active Premium Roadside policy 

• The claim meets all policy requirements 

Premium benefits do not apply to Standard Roadside, Motorhome Roadside, or Commercial 

Roadside memberships. 

Premium benefits are paid by reimbursement only. Reimbursement is considered once NZRA 

receives and approves the required documentation. 

Only one main Premium benefit may be claimed per breakdown event, except that the taxi benefit 

may be used in addition to either the accommodation or rental vehicle benefit where approved. 

3.1 Accessing Premium Benefits 

To request reimbursement under the Premium benefits, phone NZRA on 0508 697 623. 

You will need to provide: 

• Vehicle registration number 

• Date the breakdown occurred 

• Location of the breakdown 

• Description of the fault 

• How long the vehicle was immobilised 

• Details of the benefit being claimed 

NZRA will issue a reference number and provide an email address for the claim documents. 



17 | P a g e  
© NZ Roadside Assistance Ltd. All rights reserved. 

The member must provide: 

• NZRA reference number 

• Bank account details 

• Mechanic’s receipt, invoice, or written confirmation showing the fault and length of 

immobilisation 

• Receipt or invoice for the accommodation, rental vehicle, taxi, or approved transport cost 

being claimed 

All Premium benefits are pay-and-claim only. Reimbursement is subject to NZRA approval and 

receipts must be submitted within 60 days of breakdown event. Reimbursements are paid out with 

10 business days from receiving required documentation from member. 

3.2 Hire Vehicle Assistance 

NZRA may contribute up to $120 per day for a maximum of 3 days toward the cost of hiring a motor 

vehicle where the covered vehicle breaks down more than 100km from the member’s home address 

and cannot be mobilised within 24 hours. 

This benefit does not cover additional costs such as: 

• Fuel 

• Insurance excess 

• Optional extras 

• Tolls 

• Fines 

• Additional drivers 

• Upgrades 

• Damage charges 

The member is required to take out the insurance waiver offered during the rental application 

process. 

3.3 Breakdown Accommodation Assistance 

NZRA may contribute up to $120 per night for a maximum of 3 nights toward accommodation where 

the covered vehicle breaks down more than 100km from the member’s home address and cannot be 

mobilised within 24 hours. 

This benefit applies to room charges only. 

It does not cover additional costs such as: 

• Room service 

• Mini bar 

• Meals 

• Laundry 

• Parking 

• Internet 

• Bond or deposit 
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• Damage charges 

• Optional extras 

3.4 Taxi Assistance 

NZRA may contribute $30 toward a taxi or approved alternative transport fare where the covered 

vehicle breaks down more than 100km from the member’s home address and cannot be mobilised 

within 24 hours. 

This benefit may be used in addition to the approved accommodation or rental vehicle benefit. 

 

EXCLUSIONS 

NZRA is not responsible for, and is not required to provide free service or cover related costs, where 
any of the following apply: 

1. The vehicle has been modified for racing, trials, rallying, competition, or similar activity, or 
the claim arises from participation in such activity. 

2. Roadside Assistance is designed to complement, not replace, appropriate motor vehicle 
insurance coverage. Insurance policies typically provide protection against events such as 
fire, theft, third-party liability, accidents, glass damage, and other similar incidents. 

3. The NZRA Roadside Assistance policy does not cover claims arising from fire, theft, third-
party damage, accident damage, water damage, or any other accidental or insurable event. 
Coverage is strictly limited to mechanical breakdowns and related mechanical failures, as 
specifically outlined herein. 

4. The vehicle is carrying more passengers, carrying excess load, or towing more weight than it 
was designed or legally permitted to carry. 

5. The breakdown or claim arises from improper, unauthorised, reckless, negligent, or unsafe 
operation of the vehicle. 

6. NZRA is unable to provide service due to events beyond its reasonable control, including 
severe weather, flooding, earthquakes, natural disasters, pandemics, civil unrest, terrorism, 
government restrictions, power outages, telecommunications failures, contractor shortages, 
transport disruption, or other force majeure events. 

7. The vehicle is involved in, damaged by, or disabled due to a motor vehicle accident. 
8. The vehicle is stolen or damaged due to theft, attempted theft, or vandalism. 
9. The vehicle is bogged, stuck, trapped, submerged, or damaged by driving through 

floodwater. 
10. Service is required outside New Zealand. 
11. The person driving the vehicle does not hold a valid driver licence. 
12. Full payment of NZRA membership fees has not been received. 
13. NZRA reserves the right to restrict, suspend or decline assistance where callout usage is 

considered excessive. 
14. When determining excessive usage NZRA may consider: 

• Frequency of previous callouts 
• Repeated callouts relating to the same unresolved fault 
• Repeated emergency fuel requests 
• Failure to undertake reasonable vehicle maintenance 
• Failure to repair known faults 
• Any pattern of use that NZRA reasonably considers inconsistent with the intended 
purpose of the Roadside Assistance program. 
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15. The vehicle is inaccessible or unsafe for the service provider to attend. 
16. The breakdown results from unauthorised repairs or faulty workmanship. 
17. The breakdown is caused by accessories or modifications not supplied by the original 

manufacturer. 
18. The breakdown results from or is connected to a vehicle manufacturer recall. 
19. The nominated vehicle had already broken down, was faulty, or was under repair at the time 

the membership was purchased. 
20. The fault occurred during the 48-hour stand-down period. 
21. The nominated vehicle is under repair on the day the vehicle registration expires. 
22. NZRA was not contacted at the time the breakdown, lockout, or incident occurred, or before 

assistance was sought or arranged by the member. 
23. NZRA has already provided one tow or assistance callout for the same breakdown or 

incident. 
24. The claim relates to damage, or theft of items or accessories left in or outside the vehicle. 
25. The claim relates to damage caused while attempting forced entry into a vehicle due to 

lockout. 
26. The fault relates to non-mechanical items or accessories, including but not limited to 

windows, doors, radios, entertainment systems, appliances, motorhome interior systems, or 
comfort features, where the vehicle can otherwise be safely driven. 

27. The vehicle can still be safely driven to a suitable repairer. 
28. The service requested is for maintenance, servicing, inspection, diagnosis, parts, repairs, or 

general mechanical assessment. 

 

GENERAL TERMS AND CONDITIONS 

1. Eligible vehicles include motorhomes, caravans, motorcycles, private-use cars, and eligible 
commercial vehicles registered in New Zealand. 

2. The following vehicles are not eligible for NZRA Roadside Assistance membership: 

• Trucks over 5000kg 
• Rental vehicles 
• Private hire vehicles 
• Farm equipment 
• Tractors 
• Vehicles not registered in New Zealand 

3. A 48-hour stand-down period applies to all Roadside Assistance memberships. If the vehicle 
breaks down during the stand-down period, NZRA may assist at the member’s own expense. 

4. A 48-hour stand-down period applies when upgrading from Standard Roadside to Premium 
Roadside. Claims for Premium benefits during this stand-down period are not eligible for 
reimbursement. 

5. NZRA may provide emergency roadside assistance without the purchase of a Roadside 
Assistance policy. Payment will be required upfront by valid debit or credit card. NZRA will 
provide a quote, which must be accepted before assistance is arranged. 

6. Any changes to membership details, vehicle ownership, or policy ownership must be 
provided to NZRA in writing within 14 days of the change. Failure to notify NZRA may result 
in cancellation of the membership. 
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7. Membership may be transferred to another vehicle once per policy year. Transfer requests 
must be made in writing to website@nzra.co.nz or through www.nzra.co.nz. A 48-hour 
waiting period applies from receipt of the transfer request before benefits become available 
for the new vehicle. 

8. This policy does not cover general maintenance, mechanical assessment, diagnosis, repairs, 
parts, servicing, or vehicle upkeep. 

9. Toll charges, ferry crossings, road tolls, storage fees, parking charges, and other incidental 
costs incurred while waiting for assistance or during a breakdown are not payable by NZRA. 

10. NZRA maintains a zero-tolerance approach to abusive or inappropriate behaviour. NZRA 
reserves the right to refuse, suspend, restrict, or terminate service where a member, driver, 
passenger, or associated person engages in abusive, threatening, harassing, discriminatory, 
violent, intimidating, dishonest, or otherwise inappropriate conduct toward NZRA staff, 
contractors, service providers, or other customers. 

11. NZRA does not guarantee response times. Any estimated arrival times provided by NZRA or 
its service providers are estimates only and may vary due to matters outside NZRA’s 
reasonable control. 

12. A Roadside Assistance callout is deemed to have been used once a service provider, patrol 
unit, towing provider, locksmith, fuel delivery provider, or other contractor has been 
dispatched by NZRA. 

This applies regardless of whether: 

• The member later cancels the request 
• The vehicle fault resolves before the contractor arrives 
• The member is not present at the agreed location 
• The member arranges alternative assistance after dispatch 
• The service cannot be completed due to circumstances outside NZRA’s control 

NZRA reserves the right to count such dispatches toward the annual callout allowance or 
recover the associated costs from the member where applicable. 

13. NZRA reserves the right to suspend, restrict, or cancel a membership where: 

• Membership fees remain unpaid 
• A direct debit payment is dishonoured 
• A payment is reversed, disputed, or subject to chargeback 
• Fraudulent, misleading, or materially inaccurate information is provided during the 
purchase of a membership, claim, reimbursement request, or service request 
• The member attempts to obtain benefits they are not entitled to receive 
• The member engages in conduct that NZRA reasonably considers dishonest, abusive, 
threatening, harassing, discriminatory, unsafe, or otherwise inappropriate. 

14. NZRA may decline, restrict, or cancel assistance where providing service would create a 
health and safety risk for NZRA staff, contractors, service providers, the member, passengers, 
or the public. 

15. NZRA collects, stores, uses and discloses personal information in accordance with the Privacy 
Act 2020 and NZRA's Privacy Policy. 

mailto:website@nzra.co.nz
http://www.nzra.co.nz/
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Information collected may include contact information, vehicle information, membership 
information, service history, location information and payment information. 

NZRA may disclose information to contractors, towing providers, locksmiths, fuel providers, 
payment processors, repairers and emergency services where reasonably necessary to 
provide services under the membership. 

16. Nothing in these Terms and Conditions limits or excludes any rights available under the 
Consumer Guarantees Act 1993, Fair Trading Act 1986 or any legislation that cannot legally 
be excluded. 

Where services are acquired for business purposes, the parties agree that the Consumer 
Guarantees Act 1993 shall not apply to the maximum extent permitted by law. 

17. To the maximum extent permitted by law, NZRA's liability arising from or in connection with 
a membership, roadside assistance service, towing arrangement, reimbursement claim or 
technical advice is limited to the amount paid by the member for the relevant membership 
period.  

18. NZRA shall not be liable for indirect, consequential, incidental or economic loss including loss 
of income, loss of profits, travel disruption, accommodation expenses, missed appointments 
or business interruption. 

19. NZRA arranges services through independent third-party contractors including towing 
providers, locksmiths, mechanics and fuel delivery providers. Except where liability cannot 
legally be excluded, NZRA is not responsible for the acts, omissions, workmanship, delays, 
negligence or operational decisions of independent contractors. 
 

20. Members may cancel their membership within fourteen (14) days of purchase and receive a 
full refund provided: 

• No roadside assistance benefit has been used 

• No contractor has been dispatched 

• No reimbursement claim has been submitted 

• Refund requests must be submitted in writing. 
 

Refund requests must be submitted in writing to website@nzra.co.nz 

21. The member agrees that NZRA may provide notices, invoices, policy documents, reminders 
and updates electronically by email, SMS or other electronic means. 
 

22. These Terms and Conditions are governed by the laws of New Zealand. 
 
Any dispute arising from a membership, roadside assistance service or reimbursement claim 
shall be subject to the exclusive jurisdiction of the New Zealand courts. 

23. NZRA may amend, update, or replace these Terms, Conditions and Exclusions from time to 
time. 

24. Any questions about NZRA Roadside Assistance memberships should be directed to NZRA 
through the website before purchasing a membership.  

mailto:website@nzra.co.nz

