
Optimum 
Referral
An option on Optimum -  
Private medical insurance  
for companies covering 
250 or more employees

For employer use only. Not for use with employees.
Benefits applicable to schemes with a start or renewal date of on or after 1 April 2023.
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Make a difference with  
Optimum Referral
Keeping your workforce healthy is important for so many reasons. Optimum Referral draws upon our 
breadth of clinical and customer service expertise to deliver quality, sustainable healthcare tailored to 
the needs of your business and your members.

It’s open referral approach gives us the opportunity to add real value to your members. We’ll use our 
clinical knowledge and independent quality data to signpost them to an appropriate treatment provider. 
We’ll help to keep private medical insurance sustainable by providing you with effective, efficient 
healthcare.

Offering a balance between choice and support, there’s flexibility every step of the way, from how your 
members get an open referral through to how they manage their claim. We provide support every step 
of their journey, including handover to their chosen treatment provider. It’s this truly managed approach 
and careful consideration to the things that really count that make all the difference. 

Optimum Referral is an option on our Optimum product. For full details of cover, please refer to the 
relevant policy documents.

Choice 
From treatment  

provider to how your 
members start and  
manage their claim.

Sustainability 
The promise of  

managed healthcare  
costs without  

compromising  
on quality.

Quality 
Helping to provide peace 
of mind through quality 

specialists, hospitals, 
drugs and treatments.

Simplicity 
The assurance of  

certainty, ease  
and speed for  

every member.

Optimum Referral - Delivering quality  
healthcare at the right time, in the right place
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Quality
Choice of quality providers 

We’ve designed Optimum Referral to deliver a high standard of medical care for your 
members – at the right time, in the right place. 

   We handpick treatment providers based on Care Quality Commission (CQC)  
and Health Improvement Scotland (HIS) ratings.

  We base our quality standards for specialists on GMC registration and our internal quality controls.

  We commission safe, evidence-based and effective healthcare.

  We only work with suppliers aligned to our values, who deliver care in a safe, supportive 
environment.

Members have a choice of hospitals nationwide. Once the member has an open referral from a GP, we 
tailor the care to the needs of the individual, depending on their symptoms or condition, and the type 
of clinical referral they’ve been given. They’ll get the most clinically appropriate care plan, undertaken in 
quality facilities. 

Quality assured

We choose facilities underpinned by industry quality standards, handpicking the majority 
of hospitals based on Care Quality Commission and Health Improvement Scotland ratings. 
Patient safety is our key concern, which is why we’ll never actively guide to a hospital rated as 
inadequate or requires improvement.

We’ll also only recommend specialists who meet the professional standards of the relevant 
governing bodies, including - but not limited to - the General Medical Council. Rest assured, 
we’ll only work with specialists who are trusted from a clinical perspective and whose 
charges are fair.

Optimum Referral - Helping to provide peace of mind through 
the use of quality specialists, hospitals, drugs and treatments.
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Choice
Customer service that empowers your members 

From choosing how they start their claim to selecting their treatment provider, with Optimum 
Referral, your members manage their claim their way in their time.

   Open referral from your member’s own GP or the even easier route of going through the Aviva Digital GP app  
(if selected).

  Start claims online via MyAviva with the support of Live Chat or call us direct.

   Members can submit their claim online and we’ll contact them by email with the authorisation and claim details. 
We’ll only contact them by phone if we need any additional information to assess their claim.

   Choice of treatment providers, nationwide. 

One of our claims team will talk to your member about their options and give them the information they need 
to make an informed decision about who they want to see and where. This includes a choice of hospitals and 
specialists. We usually offer multiple options for both in any one local area - all of whom meet our quality criteria.

Optimum Referral - A healthcare service 
tailored to your members’ wants and needs.
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Simplicity
A speedy, streamlined, simple process 

With Optimum Referral, we’ll do all the hard work for you and your members. There’s no need 
for members to repeat information supplied online or chase around making contact with a 
treatment provider they’ve never met. With our hospital booking line, our members can speak 
to the right person from the beginning.

   We pass information gathered online to our claims consultants.

   We offer guidance and support every step of the way.

   We do a warm handover to key hospital groups after the initial call. 

   We pay eligible bills in full directly to treatment providers.

We’ll discuss the member’s needs on every call, so we can tailor our advice and support with that individual  
in mind. And, rest assured, we won’t interrupt treatment where the member is already following an established 
treatment plan. 
 
 

Optimum Referral - The assurance of certainty, 
ease and speed for every member.
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Sustainability
We believe Optimum Referral delivers the right balance between quality and affordability. We’ve listened 
to customer feedback, conducted research and used our clinical expertise to develop a proposition that 
makes it easier for your members to access the most effective treatment for them. On top of that, it also 
provides you with tangible value from your healthcare spend. 

  Cost control  
and management

Our pricing approach reflects the value of 
long-term relationships. Plus, we challenge 
the doctors, evaluate supplier fees and 
embrace medical advances to maintain 
quality and value.

  Helping you tackle the  
leading causes of absence

We offer dedicated case management 
of conditions such as mental health, 
musculoskeletal conditions and cancer, to 
help your employee’s recovery and return 
to work. This also helps to reduce long-term 
sickness absence and the effect it has on 
your bottom line.

  Pricing guarantees  
at renewal

We’re committed to limiting price increases 
at first renewal, which we underline with 
our two-year pricing arrangements.

...and what’s more
You’ll get regular reports to show how the 
scheme is running in terms of cost and 
performance. 

Optimum Referral - The promise of managed 
healthcare costs without compromising on quality
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Members get an open referral from their own GP, or through Aviva Digital GP (if selected).

Members can contact us over the phone or online through MyAviva. They can submit their 
claim online and can also live chat directly with one of our claims experts.

We’ll chat to your member about the choice of hospitals and specialists available and get 
an understanding of their exact needs. These could be anything from understanding their 
medical requirements through to where they’d like to have their treatment.  
They can ask us to send them through details of their options.

Members choose their hospital and specialist. If they’d like, we can usually transfer the call 
directly to the hospital, so they can book an appointment there and then.

1

2

3

4

Speed
Optimum Referral step by step guide to claiming

We recommend members contact us before going ahead with treatment, so we can advise them 
and let them know what they are covered for.

The open referral process means members can access 
the treatments they need easily and without delay.
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Case management

Mental health
Our mental health pathway is a clinical, results-driven approach to managing mental health treatment, 
available as an option for Optimum clients. An additional cost may apply. This service is provided by a third 
party provider.

Cancer
Our Cancer Claims Team are so much more than claims consultants. They’re people like you and your 
employees with families and loved ones. They’ve been specially chosen for their understanding, patience, and 
empathy.

With training from our qualified medical experts – now including a cancer surgeon, they’ve an in-depth 
understanding of what it means to be living with cancer – offering so much more than just paying medical bills.

 Musculoskeletal
Musculoskeletal (MSK) conditions are one of the biggest causes of long-term absence1. 

In Great Britain 8.9 million working days were lost to work-related musculoskeletal (MSK) disorders in 
2019/2020. This is an average of 18.4 days lost for each case. 

Our independent clinical case management service for musculoskeletal conditions, BacktoBetter, offers 
prompt access to clinical support, so members who have MSK symptoms can get the help they need to get 
back to health and back to work as quickly as possible.

1Source: Work related musculoskeletal disorders in Great Britain (WRMSDs), November 2021. Contains public sector 
information published by the Health and Safety Executive and licensed under the Open Government Licence.

Optimum Referral offers prompt access to dedicated case 
management for conditions which need specialised support
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Personal support throughout the 
cancer journey
We understand that receiving a cancer diagnosis is hard. Your employees may experience a 
whole host of emotions. They’ll need support to make sense of the situation and guidance 
to help them feel a sense of control.

Living with cancer isn’t a linear process. Every day is different. Your employees may experience 
a range of physical, emotional, and financial concerns, each requiring personalised assistance. 
That’s why our cancer support goes way beyond the traditional claims process. We’re there 
every step of the way to help make a time of uncertainty that bit easier.

We want to give any member diagnosed with cancer the personal support they need. We 
have an experienced and dedicated Cancer Claims Team to guide them every step of the 
way and provide treatment that is backed by medical research.

We’re also committed to ensuring your employees get the right treatment and a high level 
of aftercare. Our clinicians are there as extra support and guidance.

The policy includes investigations for all members up to the point of diagnosis. Optimum 
Referral then gives you the flexibility to select from three levels of cancer cover.

Three levels of cover – complemented by a range of additional support

Optimum Referral gives you the flexibility to offer the most appropriate cancer cover for 
your members based on needs and budget.

Whichever level of cancer cover you choose, members will benefit from:
   Quick access to diagnosis and treatment helping to put their minds at ease

   An experienced and dedicated Cancer Claims Team to support them every step of the way

   A range of additional support to help them throughout their cancer journey and beyond.

Examples of  
high-cost 
treatments: 
Adoptive cell therapies 
(for example, CAR-T cell 
therapy or TIL), ion beam 
therapy (for example 
proton beam therapy 
and carbon ion therapy), 
irreversible electroporation 
(IRE) (such as nano-knife 
treatment) and stem 
cell and bone marrow 
transplants.

You can find more details about what’s covered under each option in our Cancer Cover Brochure.

Offers comprehensive cover, while helping control costs by limiting  
exposure to high costs treatments and targeted therapies, treatments 
and drugs in a maintenance setting. Access to Talking Through Cancer 
and our added value services are also available.

Level 2

Providing extensive cover at every stage of the member’s treatment, 
with no limit on targeted therapies or other high-cost treatments. 
There’s also the flexibility to remove high-cost treatments if you’d 
prefer and your employees will have access to Talking Through 
Cancer as well as our added-value benefits.

Level 3

Controls cost further by focusing cover on diagnosis, immediate surgery, 
chemotherapy, and treatment. This option doesn’t include benefit for 
high-cost treatment and targeted therapies, treatments and drugs in a 
maintenance setting and limits post- surgical support. Your members 
will still benefit from Talking Through Cancer and our added-value 
support services.

Level 1
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Additional support for members living with cancer
Getting the right balance is vitally important. It’s likely that your employees will already 
feel overwhelmed. That’s why we’ve made our support simple and easily accessible.  
Key components include:

    Dedicated Cancer Claims Team – Our Cancer Claims Team are so much more than 
claims consultants. They’re people like you and your employees with families and loved 
ones. They’ve been specially chosen for their understanding, patience, and empathy. 
With training from our qualified medical experts – now including a cancer surgeon, 
they’ve an in-depth understanding of what it means to be living with cancer - offering so 
much more than just paying medical bills.

    Our Cancer Care Guide – Developed in partnership with Macmillan Cancer Support, 
our guide makes it simple for your employees and their loved ones to find information 
to help make life that bit easier. It’s packed full of useful tips to help them every step of 
the way. And, if they’d like practical support or to talk to one of Macmillan’s specialist 
cancer nurses, there is a helpline number for them to call.

    Talking Through Cancer – is on hand to help your group members and their loved 
ones throughout the cancer journey and beyond. With a thorough knowledge of the 
different experiences people go through when living with cancer, the dedicated team 
of specialist cancer therapists help them work through the emotional ups and-downs 
offering compassionate support and practical techniques along the way. They will 
help your employees feel more in control of the situation, listening and gaining a 
thorough understanding of their needs, going at their pace - offering the right support, 
when they need it.

    Careology* – At a time when life can feel overwhelming, the Careology app offers 
a simple way for your members to record and manage information relating to their 
cancer care. Whether they want to make a note of their questions, thoughts, and 
feelings, receive reminders to take medication, or keep track of their side effects and 
symptoms, it holds everything securely in one place - helping them feel a little more in 
control.

    Cancer Care with Get Active* – our Get Active wellbeing offers include savings on 
products and services that could help make a small difference if your employees or 
someone close to them is living with cancer. So, whether they’re looking to improve 
their current health and wellbeing, show someone their support, or they just want to 
feel more like themselves, there’s a choice of specially arranged products and services 
to help.

    Cancer Care with Aviva Digital GP* – Aviva Digital GP is there 24/7 for your employees.  
From talking to a private GP about symptoms that could be linked to a possible cancer  
diagnosis, to getting swift, convenient, empathetic support for general medical concerns  
following a diagnosis or during and after treatment - it’s there when they need it.

You can find further information about these services in the Cancer Brochure.

*These services are non-contractual benefits Aviva could change or withdraw at any time
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Get added value and wellbeing  
benefits with Optimum Referral
We’re dedicated to helping people live their best lives. That means encouraging them to 
consider their wellbeing in terms of everything they do – the way they work, what they 
eat, how active they are, their mental health and how they spend and save their money. 
By promoting healthier habits and incremental shifts in attitudes and actions we can help 
people make informed, balanced and positive lifestyle choices. 

Stress Counselling helpline
If your employees are having difficulty 
with the demands and expectations they 
face, it’s good for them to talk. They can do 
this through a secure helpline to trained 
counsellors, helping them to work through 
problems and resolve them. Available 24/7. 

The service is available to members and 
their dependents aged 16 or over.

Aviva Digital GP*
Provided by Square Health.

The Aviva Digital GP app can give your 
insured employees and their insured 
dependents over 16 around the clock 
access to GP video consultations and 
repeat NHS prescriptions (all NHS England 
exemptions accepted) at the touch of a 
button.

Employees can read the terms and 
conditions and the privacy policy for Aviva 
Digital GP in-app before signing up. Mobile 
data charges may apply.

Please note, Aviva Digital GP is available to 
residents of Great Britain, Northern Ireland, 
the Channel Islands and the Isle of Man, at 
home or abroad.

Get Active*
We can help your employees stay fit, 
happy and healthy. Employees can access 
discounts at over 3,000 health and fitness 
clubs, as well as great at-home fitness 
offers and a range of savings on other 
products and services - all designed to keep 
them and their families active, healthy and 
happy. Employees can read the terms and 
conditions and the privacy policy before 
signing up.

Aviva Line Manager Toolkit:  
Mental Health*
The digital Aviva Line Manager Toolkit: 
Mental Health consists of video modules, 
designed by clinicians, which could  
increase awareness of employee mental 
wellbeing. It aims to help line managers 
spot the warning signs of poor mental 
health, identify reasonable adjustments  
and manage professional boundaries.  
It also empowers them to feel more 
confident in having supportive 
conversations with team members.  
This service is available to both insured  
and uninsured line managers.

1

3

4

2
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Get added value and wellbeing  
benefits with Optimum Referral continued

Aviva Wellbeing*
Whether your employees want to sleep more, 
stress less, lose weight or get fit, the Aviva 
Wellbeing app helps them achieve lifelong 
change - one easy step at the time.

A whole of workforce offering we believe 
helps employees become happier and 
healthier, which could lead to:

• increased employee engagement

• improved staff retention levels

• improved productivity

• reduced absenteeism.

All of these could contribute to 
improvements in the bottom line.

Employees can read the terms and 
conditions and the privacy policy for Aviva 
Wellbeing in-app before signing up. Mobile 
data charges may apply.

MyAviva

We know life is busy, so that’s why we’ve 
developed MyAviva to make things easier 
for our customers. Our online portal will 
help your employees manage all their Aviva 
policies and schemes in one secure and 
easy-to-use place. 

It puts a whole host of benefits at their 
fingertips, letting them:

•  check their policy or scheme information, 
including cover and benefit details

• start a new claim or update us on an 
existing one

•  look at their claims summary, update us 
on what’s next and track bills paid against 
their claim

•  keep track of their excess and out-patient 
benefits (if applicable), helping them stay 
in control

•  live chat directly to one of our claims 
experts without having to pick up the 
phone

MyAviva is safe secure and tailored to use 
on most popular devices. It’s available to 
download from the App Store or Google Play. 
Mobile data charges may apply.

Mental Health support articles*
Mental health is important and we want to 
help when things become too much. If your 
employees are experiencing stress, anxiety 
or poor mental health, it can be difficult 
to get back on track. Our aim is to help to 
manage and improve their mental health by 
providing useful information and articles.

*  These services are non-contractual benefits Aviva 
could change or withdraw at any time.
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For more information on the Wellbeing services available to your 
employees, visit aviva.co.uk/wellbeing-optimum
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Need this in a different format?
Please get in touch if you would prefer this brochure (GEN6649), in large 
print, braille or as audio.

How to contact us?

 0800 051 7501

 contactus@aviva.com

 aviva.co.uk

Calls to and from Aviva may be monitored and/or recorded.

Aviva Health UK Limited. Registered in England Number 2464270. Registered Office 8 Surrey Street Norwich NR1 3NG. Authorised and regulated by the 
Financial Conduct Authority. Firm Reference Number 308139. This insurance is underwritten by Aviva Insurance Limited. Registered in Scotland, No. 2116. 
Registered Office: Pitheavlis, Perth, PH2 0NH. A wholly owned subsidiary of Aviva Insurance Limited. Authorised by the Prudential Regulation Authority and 
regulated by the Financial Conduct Authority and the Prudential Regulation Authority. Firm reference number 202153. 

Aviva Health UK Limited acts as agent of Aviva Insurance Limited for the purposes of: (i) receiving premium from our clients; and (ii) receiving and holding 
claims money and premium refunds prior to transmission to our client making the claim or entitled to the premium refund.  

aviva.co.uk/health
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