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Financial services

Massive increase in
scale

Commoditization
Fee compression
Product complexity
Client best interest
Decline of ‘trust’

Medical

« Massive increase in
knowledge

« Super-specialization

 Fee for service to fee for
results

« Patfient centered care &
responsibility

» Doctors know best to
teams with doctors

Disruption: Threate or Opportunitye

Consumers

Access to information
anytime, anywhere

Information overload

“Amazonation” of price,
selection, and delivery

Pc)> it myself (want to/have
o)

Increased financial
responsibility

The Consumers Questions:

Who, exactly, is on my team?, Why do | need them? How do | use them?
Should I trust them? What are the ripple effects? What am | missing?
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Transtormation, Disruption & Reimagination

Scale Driven People Driven

A\a;"\;lott @ @

Hilton airbnb




Health and Care Funding Landscape

Financial Medical,
Services Health & Healthcare

Care Funding

Threat or Opportunity???
You Decide...
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Why it’s a BIG Opportunity

Cuts across all generations

* 64% of employees believe health care
cost will impact the timing of their
retirement

* 57% of Baby Boomers

e 69% of Gen X

* 65% of Millennials

Permeates Top Retirement Concerns:
e 42% Running Out of Money

e 33% Health Issues

e 27% Health Care Costs

HealthView & PcW, 2017 Surveys
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‘extremely challenging”

Shopping for
best value

) . services
Medical bill

scrutiny &
payment

Accessing
=@
Maintaining
health &
wellness t
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Industry Threats

Credit Unions are handicapped by a lack of scale
e Absolute size

* Member demographic

Platform referrals and staff shrink as the retail models shift away from branches.
* Technology driving change of the “Customer Experience” across the board
* Household referral penetration is down 50% over a decade*
e Branch referrals are down 30% year over year*

Commission and AUM revenue models are volatile and subject to ongoing compression

Siloed, often competing disciplines (both intra-bank and inter-industry) increase “Fiduciary
Risks”

* Whatis “best for the client” also depends on expenses, age, family, and health profiles

e Aging demographics strain resources of families and workforces

(Source: * Kehrer Bielan Annual Industry Checkup 2018-2019)
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Health and Care Funding Opportunities

Change the “economies of scale” equation
e Diseconomies of scale facing large institutions.

* Benefits of a “member” and “trust” relationship
* Why Health and Care economies favor smaller scale

» Accelerate adoption of holistic, client centric, technology that alters the retail
customer “experience”

e Extend the ‘value of advice’ past income and portfolios

* Increase referral by - aligning service and advisory staff objectives in support of customers

* Increase Household Penetration - extending conversations across demographics, life stages,
and family situations.

* Incorporate care management, elder protection, and healthcare funding services
and supports to grow a stable, recurring revenue stream

* Provide insights and support for clients that empower them to create “Health-
Wealth” connections across silos — and mitigate “Fiduciary Risks”
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Differentiating Member Experience

Helping members understand and address health care and
funding needs is:

« Relevant —sees ‘it’ through the members’ eyes — and where they
(and their families) are

 Empowering — provides concepts, tools, and support as needed —
before events overrun good decision making

« Engaging - Flexible access, sharing, and collaborative problem
solving

« Simple — Scalable, Adaptable, and Digestible
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The Healthcare Funding Opportunity

There are many ways to help members address this critical issue from appropriate products to
targeted “conversations” and advice. Finding the right approach for your Credit Union has
significant benefits including:

= Member acquisition

= Member loyalty and retention

= Increased share of wallet

= Revenue growth —predictable & sustainable
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A Healthcare Funding Roadmap

Key Questions

Evolving from current to future state

Are your Credit Union, Advisors and Member’s getting the personal experiences and
outcomes they want?

Are you your products and services positioned to cover all the links in the chain in the
future?

Are your distribution teams and channels ready and able to tap your key market
opportunities with agility and confidence?

How can you leverage existing capabilities to generate additional revenue effectively?

Do you have the tools you need to maintain the quality and stability of your revenue
base?
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A Healthcare Funding Roadmap

A
Define
“Current State”

How to get from
IIA)I tO IIBII

B

Deﬁne
“Future State”

A Healthcare Funding Roadmap provides;
e An objective evaluation of your “current state”
* The requirements for a realistic “future state” — based on your strengths, capabilities and markets

e Steps you can take to get from “A” to “B”
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A Healthcare Funding Roadmap

Analysis

* Through “holistic lenses”
« Member and Family
* Financial, Medical, and Care risks and requirements
» Lifecycles: Increasing strengths, later fragility, ultimate legacies

* Focus on your markets, current capabilities and results
* Analyze them in the context of our knowledge of trends and best practices across both industries.

e Uncover a best path to a Health Care Funding ‘profit center’
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A Healthcare Funding Roadmap

Success Attributes

* Implementable
* Achievable based on your situation
e Clear direction

* Appropriate steps and checkpoints to navigate and stay on the “best” path

Path to a New Revenue Stream
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11

When someone becomes a caregiver for a loved
one, they can face heightened stress levels,
decreased productivity at work, and financial
pressures.
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$470,000,000,000

The economic value provided by
caregivers

43,500,000

Currently active adult caregivers in the US

17%

Of American adult population functions as a
caregiver




The Elements of Caregiving

Caregivers

Proprietary.and Confidential.
Diversified Services Group:Copyright 2019




Why Offer Caregiving Services First

Create a valuable program for retail bank investment clients in order to;
enhance relationships and engagement, support additional sales, and
enhance integration within the bank.

Differentiate services, both internally and externally
Do it quickly, easily, and cost effectively
Create Client trust by demonstrably putting their interests up front

Create Bank Employee trust by showing them a useful service to help their customers
rather than a push for “sales” referrals

Open opportunities for additional sales of investment and bank products
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A Comprehensive Approach to Wellness

Caregiver Wellness

© Stress management solutions

Care Recipient Wellness

© Diagnosis-specific resources for

for unpaid caregivers

patients, including shopping lists
and medication tracking sheets

© Resources for caregivers to help
them advocate for their loved © Tools to help patients
one understand financial challenges
and plan for future
© Educational modules and videos

to facilitate family discussions
and help caregivers provide
better care
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Expert advice and advocacy for
patients facing life changing
medical diagnosis
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ldentifying and Fulfilling Needs

Caregiver Solutions
Helps clients, bankers, and financial advisors work together to meet each one’s needs and goals

N
-
hh
/ |
Client & \
Member to Member Svc: Care Recipient Member to FA: Rewards FA with
Mentions family caregiver deeper, more open/trusting
concerns relationship, increased assets and
referrals of friends and family
Member Svc. to Member: \
Member Svc. makes client aware
of caregiver support services FA to Member: Provides access to caregiver

services and helps clients understand and
address health care & funding

» Member Svc/Banker to FA: refer members who have caregiving and
Member funding needs
Svc/Banker >

FA to Member Svc. Banker: |dentifies and refers new deposit, credit and Trust
opportunities
pd

D ~e

Financial Advisor
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Members want “Digital Solutions”

ldentifying and fulfilling caregiving needs is a different ‘planning’
conversation. It is about:

* Helping the client and their family, not about their money
Engaging clients to prepare them for better conversations with advisors
Education on the “health-wealth” connections across families and lifetimes
Empowering clients to take steps directly, and with counsel as needed
All components offer opportunities to deepen the planning conversation

All Components are delivered digitally
* Web based, PC and Mobil delivery, access to personal advocacy as needed
 Comprehensive video library
* Cloud based learning and sharing platform

e Customizable “resource center” for internal and/or external financial, medical, and
employer support
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Extend sharing across generations

Care Recipient

Caregiver

Advisor

Ensure that family members, advisors, and the patient are supported
through our comprehensive educational approach
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Address the Critical Success Factors
At all levels:

Credit Union

e Advisor, Member Services, and Banker
The Member

The Member’s Family
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What’s in it for — Credit Unions

* Increase customer retention and share of wallet — “It’s why they have an
investment program”

* Minimize the cost of
* Implementation, technology, regulatory risk, expanding staff ‘bandwidth’, internal frictions
* Any and all pain points from a lack of scale
* Any and all pain points of internal envy/strife

* Maximize ‘My’ bottom line:
e Without cannibalizing core deposits or offending ‘best customers’.
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Questions Advisors will have

What is in it for me?

e Retain and extend from a client to a family relationship with minimal incremental effort
* Differentiate your value proposition to acquire new clients

How much can | make?
* More arrows in the quiver yields more potential earnings
* These arrows help diversify and stabilize a revenue growth trajectory

What do | have to?

* Less than you think. Clients ultimately connect the health-wealth dots themselves.
* The question is do you want to give them tools, or let their plan fail?

Why should | change?
* |t's not about the portfolio anymore, it’s about what clients need to do with it.
* Consistently the top concerns involve financial impacts of health unknowns.
* |f you offer financial advice, ignoring these realities is perilous to your own financial health.
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Coordinating “Literacy”

Financial
Literacy

In addition to understanding the
medical implications of
caregiving, caregivers must also
understand the financial impact
for both themselves and their
loved one. Caregivers require
resources and education to
comprehend and plan for the
short and long-term financial
implications of caregiving.
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Health
Literacy

Caregivers need tools and the
advocacy services to understand
their loved one’s health situation
and resources to best perform
their duties. They must navigate
medical instructions, the health
insurance system, and
sometimes the Medicare or
Medicaid systems as well, all
while managing personal
wellness and stress.




Clients at Every Litfe Stage Need Help

Starting early, Saving, Planning, Holistic Risk Management,
Lifestyle Choices, HealthStyle Choices

%‘! l

Invincible ‘ .
20s & 30s Family Years

Understand | Plan |
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Coordinating Literacy

HSAs & MSA — Downsizing Finance
Employer Plans Reverse Mortgage
Disability HELOC

Multi-generation
-~ Housing

Medicare - Medicaid
Long-Term Care

Advocacy & Protection
Monitoring & Data Mgt
Estate Settlement

CCRC
Intentional Communities
Age in place
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Fold in existing data and products you offer

Senior accounts, . o
. HSAS Transaction, asset, and liability

iInformation,

» Debit and credit cards, combined with behavioral

* IRA, 40T(k) knowledge of members

* Life & Health insurances ifetime health & care funding

* Investments and Annuities concerns,

* Mortgage & HELOC (regular opens a unigue channel to
and reverse) serve them longer, better,

* Employer plans deeper, and broader

You have the opportunity to “plug and play” a
different, high value, holistic member experience
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How We Help

Heywood Sloane

Healthcare Funding 610-457-2706
heywoods@dsg-network.com
Roadmap

Comprehensive
Caregiver Solutions

HealthStyles.Net Bob Grieb
S Health 610-989-1710, x3
enior Fealtncare rfarieb@dsg-network.com

Executive Forum (SHEF)
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