Understand Why and When Vitality May Call Your Client

Why Would Vitality Call a Client? 

Vitality may contact a client for specific purposes, including:
1. Arranging a medical appointment during the application process. 
1. Conducting a welcome call for new customers. 
1. Following up with lapsed clients as part of the retention process. 
1. Clarifying missing or incomplete information in client documents or emails. 
1. Completing verbal declarations of intent (DOI). 
1. Vitality will NOT call a client to offer other products or a better price.

How Can the Client Know It’s Vitality? 

When contacting clients, Vitality ensures transparency by:
1. Introducing themselves with their full name and clarifying that they represent Vitality. 
1. Asking for the client by name.
1. Asking for basic verification details such as full name, date of birth, home address, email address, etc. and one piece of specific plan  information like a policy number or benefit details. 
1. Vitality will NOT call a client to offer other products or a better price.

Vitality Sales Team: 

The Vitality Sales Team will NOT call your clients UNLESS: 

· The client requests information through channels like online forms or direct messages. If your client goes on the Vitality website and clicks a button to request information, they WILL get a call from the Sales Team.
· The client shops for life insurance products on a price comparison site or fills in an online form, this could trigger a call from Vitality.

Vitality Retention Team: 

This team is in charge of servicing existing clients. They uphold strict data protection measures, including:

1. Directing all requests for advice or guidance to the client’s Genistar representative. 
1. Only acting on client instructions, particularly when changes are requested. 
1. Ensuring Genistar data remains strictly accessible by Genistar representatives and their authorised business consultants. 
1. 
Vitality’s retention team contacts clients primarily during the first 30 days of activation to:

1. Welcome the client and help them register for Member Zone. 
1. Explain the benefits of the Vitality Programme. 
1. Discuss and clarify their cover. 
1. Gather feedback on the client’s onboarding experience. 

If contact is missed, follow-up attempts are made within three working days. The team calls from the number 0161 808 0571, and every interaction is recorded for quality assurance. 

