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OPTIMISER & VITALITY PROGRAMME | WRITING AGENT LEARNING & TEAM TRAINING GUIDE 

Vitality Optimiser and the Vitality Programme 

Positioning value, engagement and healthy behaviour as an educator-led 
conversation 

A practical learning and team-training guide to help writing agents explain the relationship between 
protection, Optimiser and the Vitality Programme clearly, set realistic expectations and help clients make an 
informed choice about value today and engagement over time. 

THE CORE SHIFT 
Your role is not to lead with a list of rewards or a lower starting premium. It is to explain the 
protection first, show how Optimiser can change the premium journey, then make the Vitality 
Programme simple enough for the client to understand and use. 
 

Protect first. Explain the journey. Enable engagement. 

1. Purpose and how to use this guide 
Use this guide for self-study, coaching, team meetings and role-play. It is designed to build confidence in a 
clear, balanced conversation that connects Optimiser and the Vitality Programme to the client’s protection 
need without allowing rewards, discounts or activity tracking to overshadow the cover itself. 

Suggested learning approach 
• Learn: Understand the difference between the insurance cover, Optimiser and the Vitality Programme. 
• Practise: Rehearse a simple explanation before adding detail. 
• Demonstrate: Compare the Standard and Optimised routes in outcome terms. 
• Set expectations: Explain what the client needs to do after the plan starts. 
• Review: Use the checklist to identify one improvement for the next conversation. 

POSITIONING STATEMENT 
“The protection is the foundation. Optimiser can give you access to Vitality’s best available starting 
premium, while the Vitality Programme helps you understand your health, build healthier habits 
and earn rewards. I will explain how the parts work together and what you need to do to get value 
from them.” 
 

2. Separate the three parts before joining them together 
Part Simple explanation 

Protection The life-insurance benefits selected to meet the client’s financial needs. 
Claims and cover are governed by the plan terms. 

Optimiser An option on eligible VitalityLife plans that provides access to the best 
available starting premium and links future annual premium movement to 
Vitality status under the applicable rules. 

Vitality Programme The health-engagement and rewards programme through which members 
can understand their health, earn points, improve status and access 
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eligible partner benefits and rewards. 
 

WRITING AGENT / 
REPRESENTATIVE 

“The cover answers what you want protected. Optimiser changes how the 
starting premium and future annual increases work. The Vitality 
Programme is how you earn points, build status and access eligible 
rewards. They support one another, but they are not the same thing.” 

 

LEARNING NOTE 
Do not describe Optimiser as free cover or present Programme rewards as guaranteed savings. 
Eligibility, fees, partners, reward values and terms can change. Use the current approved literature 
for precise details. 
 

3. How the conversation works 
 Stage Focus Purpose 

1 Protect Protect Establish the client’s protection need and suitable cover before 
discussing rewards. 

2 Compare Compare Show Standard and Optimised options clearly, using current 
approved illustrations. 

3 Explain Explain Describe the Optimiser premium journey without implying the 
premium can fall below its starting level. 

4 Connect Connect Show how Programme activity, points and status influence 
value and engagement. 

5 Personalise Personalise Link the Programme to healthy actions and rewards that are 
relevant to the client. 

6 Start Start Explain the first practical actions after activation. 
7 Check Check Confirm understanding, ownership and any trade-offs or fees. 

4. Protect first: do not let the reward story reduce the need 
Optimiser can create a lower starting premium than the Standard option, but the conversation should begin 
with the cover the client needs. Once the need is clear, the Optimised option can be used to explore value, 
affordability and additional protection without losing sight of the client outcome. 

WRITING AGENT / 
REPRESENTATIVE 

“Let us first agree the protection that meets the need. I can then show you 
the Standard and Optimised ways to structure the premium, so you can 
compare the cover and the ongoing responsibilities clearly.” 

 

Questions that keep protection central 
• “What financial need are we protecting before we look at rewards?” 
• “If Optimiser creates room in the budget, would you rather reduce the premium or strengthen the 

protection?” 
• “Are you comfortable with the cover if the rewards were removed from the conversation?” 
• “What would make this plan valuable to you before a claim?” 
• “Which matters more to you: the lowest starting cost, predictable expectations, the Programme, or a 

combination?” 
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PRACTICE POINT 
Present the value of the cover at the Standard rate before showing the Optimised route. This helps 
the client see that the protection has not been reduced simply because the starting premium is 
lower. 
 

5. Explain Optimiser accurately and simply 
Optimiser provides an upfront reduction against the Standard premium on eligible cover. The member’s 
Vitality status then determines the applicable annual Optimiser premium increase under the current rules. 
The official Vitality materials state that Platinum status can result in no Optimiser increase, while lower 
statuses are associated with a larger annual increase. The premium does not reduce below the starting 
Optimised premium merely because status improves. 

WRITING AGENT / 
REPRESENTATIVE 

“Optimiser gives you a lower starting premium. Each year, your Vitality 
status affects the Optimiser increase applied under the plan rules. The aim 
is to keep the premium lower by engaging with the Programme, rather than 
to make the premium fall below where it started.” 

 

Element Educator-led explanation 
Starting point Compare the Standard and Optimised illustrations and explain any 

applicable Programme fee. 
Annual movement Use the current approved status table. Do not describe the premium as 

moving down and up like a reviewable price. 
Member control The client can influence Vitality status by earning points through eligible 

healthy actions. 
No activity Explain the maximum Optimiser increase shown in current literature without 

suggesting the insurance cover will stop. 
Platinum Explain the applicable Optimiser premium treatment using the current 

illustration and plan rules. 
Long-term view Help the client consider both the starting value and the ongoing engagement 

expected. 
A USEFUL CHECK 
“If your status stayed at Bronze, are you comfortable with the premium path shown? If you engage 
and improve your status, do you understand how that changes the annual Optimiser increase?” 
 

6. Make the Vitality Programme easy to retell 
The Programme can be explained as a simple cycle rather than a catalogue of partners. Members use health 
information and tools to understand their health, take eligible healthy actions, earn points and build Vitality 
status, then access rewards and discounts available under their plan. 

Step What it means 
1. Understand Create a Health Profile, use eligible checks and learn more about current 

health. 
2. Act Complete eligible healthy activities, track movement and use relevant 

wellbeing support. 
3. Earn Receive Vitality points for qualifying actions and activity. 
4. Progress Move through Bronze, Silver, Gold and Platinum status as points build. 
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5. Reward Access eligible Active Rewards, Status Rewards, partner discounts and plan-
linked value. 

 

WRITING AGENT / 
REPRESENTATIVE 

“You do not need to use everything. Start with the app, complete your 
Health Profile, link a device and choose one or two actions that fit your life. 
The Programme becomes easier when it is built around habits you are 
genuinely likely to keep.” 

 

LEARNING NOTE 
The Programme should feel achievable. Everyday movement can contribute to points, and 
members can also earn points through eligible health checks and other activities. Always check 
current points rules and partner terms before quoting an amount or entitlement. 
 

7. Vitality Select and Vitality Plus 
VitalityLife plans can provide different Programme access levels. Current Vitality materials distinguish 
Vitality Select, which gives access to a selection of rewards, from Vitality Plus, which provides the extended 
range on qualifying Optimised plans and may carry an additional monthly fee for adult members. 
Qualification depends on the current plan and premium rules. 

Area Conversation focus 
Vitality Select Included access to a selected range of Programme partners and rewards 

under the current plan rules. 
Vitality Plus Extended partner and reward access on qualifying Optimised plans, 

subject to current premium thresholds, adult-member fees and terms. 
Client choice Explain the access level, fee and relevant rewards before the client 

commits. 
Avoid overload Use two or three relevant examples, then direct the client to current 

approved material for the full list. 
 

WRITING AGENT / 
REPRESENTATIVE 

“Your plan gives you access to a particular level of the Programme. Let us 
focus on the rewards and health tools you are most likely to use, then 
check the current guide for everything else that is available.” 

 

8. Personalise the value without promising usage 
The strongest Programme conversation starts with the client, not the partner list. Explore what they already 
do, what they want to improve and which rewards may reinforce that behaviour. This keeps the conversation 
relevant and avoids suggesting that every client will obtain the same value. 

Questions that personalise the Programme 
• “How do you currently stay active?” 
• “Do you already use a phone or activity tracker to count steps?” 
• “Which health checks do you already complete?” 
• “Would a weekly reward help you keep a habit going?” 
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• “Which of the current partners would fit spending you already do?” 
• “Would you prefer to focus on understanding your health, activity, rewards or keeping the Optimiser 

increase lower?” 

PRACTICE POINT 
Use the Assistant Seller approach: help the adviser or client select a small number of relevant 
benefits rather than trying to demonstrate the whole Programme. Simplicity increases the chance 
that the value is understood and used. 
 

9. Set realistic expectations about points, status and rewards 
Area Expectation to set 

Points Only eligible activity and evidence earns points, subject to current limits and 
rules. 

Status Everyone begins at Bronze and can progress as qualifying points accumulate. 
Tracking A compatible phone, app or device must be connected correctly for tracked 

activity to flow through. 
Evidence Some eligible non-tracked activities may require evidence through the 

approved process and within the applicable period. 
Partners Availability, qualification, limits and conditions vary by plan and can change. 
Reward value Do not add up theoretical maximums and present them as guaranteed client 

savings. 
Support Direct troubleshooting and detailed partner queries to the current support 

routes and approved guides. 
 

A USEFUL PHRASE 
“The Programme gives you opportunities to earn value, but the value you receive depends on the 
plan, the activities you complete, the partners you use and the current terms. Let us focus on what 
is realistic for you.” 
 

10. Getting started after activation 
A clear handover protects the client experience. Current Vitality support guidance describes four initial 
actions: download the Vitality UK app, link a device, create the Health Profile and begin eligible activity. The 
same account credentials can be used for Member Zone, subject to the current registration journey. 

Step Client action 
1 Register or sign in using the membership details supplied after the plan starts. 
2 Download the Vitality UK app and complete the account setup. 
3 Link a compatible phone, health app or activity tracker. 
4 Create the Health Profile to begin personalised recommendations and points activity. 
5 Choose one achievable points action and one relevant reward. 
6 Review points and status regularly and use official support if activity does not appear. 
 

WRITING AGENT / 
REPRESENTATIVE 

“Getting started is more important than learning everything today. 
Download the app, link your device, complete the Health Profile and 
choose one simple activity. You can build from there.” 
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11. Common starting points and educator responses 
Client’s starting point Educator-led response 

“It sounds complicated.” Acknowledge the detail, then reduce it to protection, a lower 
starting premium and four setup actions: app, device, Health 
Profile and activity. 

“I am not very fit.” Explain that the Programme includes everyday movement and 
health-understanding activities, not only gym workouts. Use 
current points guidance. 

“The premium goes down if I 
reach Platinum.” 

Clarify that Platinum can remove the applicable Optimiser 
increase under current rules; it does not make the premium fall 
below its starting Optimised level. 

“I will definitely save 
hundreds.” 

Separate available opportunities from guaranteed usage. 
Personalise only the benefits the client is realistically likely to use. 

“I do not want to wear a 
tracker.” 

Explore eligible phone tracking and non-activity ways to engage, 
using current Programme guidance. 

“If I do nothing, I will lose my 
cover.” 

Clarify that inactivity affects Optimiser premium movement under 
the rules; it does not by itself remove the selected insurance 
cover. 

“Just give me the cheapest 
option.” 

Compare the Standard and Optimised journey, fee, engagement 
expectation and long-term premium path before the client 
chooses. 

“I only want the rewards.” Bring the conversation back to the protection need and confirm 
the plan remains suitable without relying on reward usage. 

12. Affordability and value: show the whole journey 
Optimiser can help address immediate affordability, but the client should understand both the starting 
premium and the future increase path. A balanced comparison includes cover, starting cost, any 
Programme fee, expected engagement and the premium outcome at different statuses. 

WRITING AGENT / 
REPRESENTATIVE 

“The Optimised option starts lower, but it also comes with an engagement 
journey and status-linked increases. Let us compare the options over time, 
not just compare the first monthly payment.” 

 

• Show Standard and Optimised options together. 
• Use approved illustrations rather than mental arithmetic. 
• Explain any Vitality Plus fee separately from the protection premium. 
• Test affordability at the lower status outcome as well as at Platinum. 
• Do not assume the client will earn or redeem every reward. 
• Record why the selected route fits the client’s preferences and understanding. 

13. A repeatable conversation framework 
1. Open: Explain that protection comes first and the Programme adds value around it. 

2. Need: Establish the cover and financial outcome required. 
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3. Compare: Present Standard and Optimised options using approved illustrations. 

4. Explain: Set out the starting premium, annual Optimiser movement and any fee. 

5. Connect: Show how Programme activity, points and status influence the experience. 

6. Personalise: Select relevant healthy actions, tools and rewards. 

7. Start: Agree the first setup actions after activation. 

8. Close: Check understanding of the cover, premium journey, engagement and trade-offs. 

14. Self-reflection and team discussion 
• Do you establish the protection need before introducing Optimiser? 
• Can you explain Optimiser in fewer than 60 seconds without using jargon? 
• How do you prevent “lower premium” becoming “cheaper cover” in the client’s mind? 
• Do you explain the annual increase path accurately at Bronze through Platinum? 
• How do you personalise the Programme without listing every partner? 
• What expectations do you set about fees, eligibility, points and changing partner terms? 
• How do you make the first four setup actions memorable? 
• What one phrase could make your next conversation clearer? 

TEAM TRAINING ACTIVITY 
In pairs, role-play a client who likes the lower Optimised premium but says the Programme looks 
complicated. First establish the protection need, then explain Standard versus Optimised, simplify 
the Programme and agree the first setup actions. Afterwards, identify where the explanation 
became overloaded and replace that section with one simple question or example. 
 

15. Writing agent learning and conversation checklist 
☐ I established the protection need before discussing Optimiser or rewards. 
☐ I separated the cover, Optimiser and Vitality Programme clearly. 
☐ I compared Standard and Optimised options using approved illustrations. 
☐ I explained the starting premium and status-linked annual Optimiser increases accurately. 
☐ I did not suggest the premium can fall below the starting Optimised level. 
☐ I explained any applicable Programme access level and adult-member fee. 
☐ I personalised two or three relevant health actions or rewards. 
☐ I explained that points, partners, eligibility and value are subject to current terms. 
☐ I tested affordability over the journey, not only at the starting premium. 
☐ I explained the first setup actions: app, device, Health Profile and activity. 
☐ I checked the client’s understanding and retained their ownership of the decision. 

16. Take the learning forward 
PROTECT. EXPLAIN. ENGAGE. 
Start with the protection need, compare the Standard and Optimised journeys clearly, simplify the 
Vitality Programme and make the first actions achievable. The best conversation does not make 
the Programme sound bigger. It makes the value easier to understand and use. 
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This guide supports learning, confidence and team training. Product-specific explanations must remain 
within the writing agent’s permissions and the current approved process, illustrations, plan provisions, 
Programme guides, partner terms and conditions. 

 


