
The Vitality Journey:  
Supporting you and your clients every step of the way

As a Vitality member, your clients are starting their journey towards better health and wellbeing. But we understand that you don’t need to be experts in all 
things Vitality. That’s where we come in.

We work alongside you, providing guidance and assistance throughout your client’s journey. Whether it’s explaining benefits of their plan, supporting them in accessing 
their discounts and rewards, or addressing their queries, we’re here to help. Our goal is to empower you to focus on what you do best – giving personalised advice to 
your clients. 
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      Welcome to Vitality
We’ll send your clients a 
welcome email with details of 
their new plan, information on 
how to register on the Member 
app and get started with the 
Vitality Programme. If we 
don’t have your client’s email 
address, we’ll send the details 
in the post so they can register. 

Helping your clients 
get the most from 
their plan
For clients who 
haven’t registered on 
the Member app, we 
send helpful emails to 
guide them through 
the process and help 
them engage with the 
Vitality Programme.

      Welcome calls
Shortly after your clients’ plan 
starts, they’ll receive a welcome 
call from our friendly UK-based 
team. Our goal is to encourage 
them to register on our Member 
app and start accessing their 
discounts and rewards. Those 
clients who receive a welcome  
call are 16% less likely to lapse 
their plan*. 

Vitality Magazine: the online home of healthy living 
Our mobile-first digital magazine is available through 
the Member app and includes exclusive video, audio 
and interactive content.

Celebrating their successes 
To encourage your clients’ 
engagement in the Vitality 

Programme, we send celebratory 
emails when they increase their 

Vitality status. These also include 
helpful tips to help them reach 

the next status.

Annual reward saving insights
We’ll provide your clients with an 

email summarising the savings 
and benefits they’ve achieved 
by actively participating in the 

Vitality Programme. It’s a tangible 
demonstration of the value they’re 

receiving from their plan.

Your client’s plan renewal and anniversary 
We’ll write to your clients in advance of the Health plan 
renewal or Life plan anniversary, with a full breakdown of their 
cover, premiums, and benefits for the upcoming plan year. 
Additionally, they may receive calls during the renewal and 
anniversary period to explain plan details and address any 
questions they may have – all while keeping you updated.

Reward partner offers 
We’ll share discounts, rewards and offers with 
your clients to enable them to live a healthier 
and more rewarding life through engaging with 
the Vitality Programme. 

Download our app
On the Vitality Member 
app, your clients can access 
everything they need to 
engage with our partners 
and benefits. Encourage your 
clients to visit our interactive 
map of the ‘World of Vitality’ 
which gives them an interactive 
overview of everything 
available to them with Vitality. 

Keeping up to date 
Your clients will receive a 

regular e-newsletter containing 
blogs, articles, prize draws, and 

Vitality updates.

Our Vitality Programme team is readily available to assist your clients  
with any queries related to syncing points, our partners, rewards, the 
Member Zone, and the Member app. The quickest and easiest way for 
your clients to get the support they need is via our self-help tools which 
they can access via Member Zone, the Member app or our website -  
Visit self help tools.

Alternatively, your clients can reach out to us through the following channels:

	 Telephone Support:
	 Call us on 0345 602 3523 during the following hours: 
	 •	 Monday to Friday: 8am to 7pm 
	 •	 Saturday: 9am to 1pm 
	 •	 Closed on bank holidays

	 WhatsApp Support:
	 Message us on WhatsApp at 01619742618 for 24/7 assistance.

	 Email Support:
	 •	 VitalityResults@Vitality.co.uk: For queries related to points. 
	 •	 VitalityQuery@Vitality.co.uk: For queries related to our partners and rewards.

Our Vitality Member Care team is readily available to assist your clients with 
any queries related to their treatment and care. 

Health claims 
 

The quickest and easiest way for your clients to get the support they  
need with their health care and claims is online, via the Care Hub - 
Visit Care Hub. 
 
 
Alternatively, your clients can reach out to us through the following channels:

	 Online support:
	� If your client would like support when it comes to making their claim, 

they can visit our support page. We also have a handy FAQs for the 
answers to the most popular questions. 
 
Telephone Support:

	 Call us on 0330 057 1531 during the following hours: 
	 •	 Monday to Friday: 8am to 7pm 
	 •	 Saturday: 9am to 1pm 
	 •	 Closed on bank holidays

Life claims 

If your client is looking to make a life insurance claim, we have a useful guide 
which provides information on what we’ll need when they contact us, and 
when they’ll need to notify us. If your client doesn’t submit their claim within 
the notification period, we may not be able to accept their claim. We also 
have a useful FAQs for the answers to the most popular questions.  
 
Alternatively, your clients can reach out to us through the following channels:

	 Telephone Support:
	 Call us on 0345 601 0072 during the following hours: 
	 •	 Monday to Friday: 9am to 5pm 
	 •	 Closed on bank holidays

	 Email support:
	 lifeclaims@vitality.co.uk  

The Vitality Programme team The Vitality Member Care team

Support for your clients

Admin support

If your client needs to update their personal information, obtain a copy of 
their plan documentation, or has any queries related to Trusts, our support 
teams are readily available to assist.
 
Health support team 
 
	 Telephone Support:
	 Call us on 0345 602 3523 during the following hours: 
	 •	 Monday to Friday: 8am to 7pm 
	 •	 Saturday: 9am to 1pm 
	 •	 Closed on bank holidays

	 Email Support:
	 VitalityQuery@Vitality.co.uk

Life support team 
 
	 Telephone Support:
	 Call us on 0345 601 0072 during the following hours: 
	 •	 Monday to Thursday: 8:30am to 6pm 
	 •	 Friday 8:30 to 5pm 
	 •	 Closed on bank holidays

	 Email Support:
	 VitalityQuery@Vitality.co.uk

Call charge information 

Calls to ‘03’ numbers cost no more than a national rate call to an 01 or 
02 number, whether from a mobile or landline. If you get inclusive free 
calls to local rate numbers with your landline or mobile tariff, calls to ‘03’ 
numbers will be included.

Support for you
 
Our unique network of over 100 UK-wide 
Business Consultants and Specialists offer 
dedicated one-to-one support. 

We also have specialised teams who can help 
you with every aspect of your clients’ plans, visit 
adviser.vitality.co.uk/contact to find out more.  

https://vitality-world.vitality.co.uk
https://www.vitality.co.uk/contact/points-and-rewards/
https://members.vitality.co.uk/my-health-insurance/care-hub/
https://www.vitality.co.uk/contact/about-a-claim/
https://www.vitality.co.uk/support/health/claims-faqs/
https://www.vitality.co.uk/support/life/faqs/
https://adviser.vitality.co.uk/contact/

