2020-2021 City of San José
Participant Communications Strategy Update

Michelle Stanford M
Communications Consultant
SAN OSE VVOVYA.
FlNANCIAL

PLAN | INVEST | PROTECT
DEFERRED C HFEJ ATION PLAN




Agenda

@ Participant Analysis
@ Current Employee Engagement
0 2019-2020 Update

- 2021 Strategy & Planning



Engagement by Channel — Q3 2020 — Active Participants

63% of Plan participants have engaged (calls, mobile, web) over the last 12 months
56% of Plan participants have digitally engaged over the last 12 months

Unique Participant Engagement by Channel E-Delivery Web Registration
56% 52% 72%
4,224 5,876
21%
call Mobile App Web
Unique Participant Engagement by Age Group
20to 29 30to 39 40 to 49 50 to 59 60 to 69 70+
589 589 o4%
47°% - ¢ —
(1]
i 40%
259 25%
18% 139, 21% 18% 21% = 16% -
11Tl r .
[ — e
Call Mobile  Web Call Mobile  Web Call Mobile  Web Call Ilol:nle Call Mobile Web Call Mobile  Web
App App App App App
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Engagement by Channel — Q3 2020 — Active Participants

Savings Rate (%)

12.3% 12.0% 11.9%

10.4%

9.5%
) I I

No Web or Mobile Did Not Use Used Web Used myOrangeMoney Used Mobile App Used Financial Wellness
myOrangeMoney




Digital Engagement — 10/1/19 to 9/30/20

myOrangeMoney Engagement

= 20% of participants took action after using
myOrangeMoney

= 38 participants changed deferral rate on average from
8.9% t0 9.6%

= 198 participants changed deferral amount

. 64 participants changed allocations

- # of
Activity Participants

Viewed myOrangeMoney 3,681
Engaged and interacted with

myOrangeMoney 1,319 (36%)

Took Action after using 268 (20%)

" 15% of participants took action after using the PFD

= 1 participant changed deferral rate

= 8 participants changed deferral amt. on average
from $306 to $389

" 3 participants changed allocations

" 1 participant rolled money into the Plan

Participants

Used the Personal Financial

Dashboard (PFD) 61
Created an action plan 17 (28%)
Took action after using PFD 9 (15%)

" 1 participant enrolled in managed accounts myOrangeMoney
. 5 participants rolled money into the Plan
Personal Financial Dashboard
Engagement Activity # of s

Got 30 minutes?

FINANCIAL




- -
What is Financial Wellness?

v
Financial Wellness is about the healthy balance between p
living for today while preparing financially for tomorrow .

" S te
It's not necessarily about being wealthy, but it is a state af = }’

mental well-being in which one feels they have control evor ;
their current finances and have confidence in thelrfi i
decisions .

How does it feel?

Living within your means

Confident in your future

Prepared to handle the unexpected
Free to indulge a little and embrace life

"u

\ Retirement

Spending &

Protection RSN,

Fund

Saving

'VOYA
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B
Financial Wellness through 09/30/20

How do your employees feel about their current financial -
. situation? Percent of employees on track by pillar

47% of your employees’ pillar scores are green
f Viaya hook of business: 44%)

. Fem P R . o s_ o . : o
Your _ﬁ.ﬁ o . HJ - i ‘ .’

employees Rt
Spending & ement Dbt Oither Goals
. Eme Fund
60% have a financial Saving . rgsney . o o
confidence of 7 or more

voya ook | ¢ (Voya book of business: 53%) || - s g
i . o Co o o 509% B

of business
45%  a1% 49%  50% a1%
o b Y
e e . . . I . l . I

B oo [ vers ok

. Engagement
#af % of Voya Book
i partici af Buginess
361 - -
Started Financial
Wellnesz assessment
329 91% 88%
Completed assessment
and viewed resulis
Viewed dashboard after 254 B86% 85%
completing assessment T e T P T i i e g i T P e
s 18 I8 18 18 18 I8 18 19 1% 18 18 18 19 i 19 19 18 b I v I b 210 0




Personalized Messaging

Messages are ranked by score
and most relevant message and
delivered to the participant

- Will You Be Ready for Retirement?
2%
Be ready for retirement. Els
£l=
3l
§ -4
E
S
o
Get going 2|3

Restart your savings. We've noticed that you haven't been contributing to your account; den't lose sight of bullding your retirement income |
?
Q DID YOU KNOW..2 -0 D cciars now

e  Emails « Accordion message e Customer service
*  Quarterly - Light bulb message EEEIElEE
e-statements

Journey

Save More Beneficiary Diversification Stopped Savers Financial Wellness

| VOYA

FINANCIAL




Save More Journey Results

L e e < ke

51 (7%) of participants targeted took action after opening a VOYA\.
Save More email I's your future.

Give it zomething goodd.

Unique Participant Activity 11/13/20
Pay your future self first.
Participants reached (Delivered) 1,444 :
LR - ]
- . i VOVA
Participants interested (Opens) 767 (53%) S
el Be happy, healthy and wise
Participants engaged (Email clicks) 73 (10%) 5
Participants took action after opening 51 (7%) g*”“:.w“?‘.mﬂ"ﬁﬁiﬂhi“““””““"“'
e O Qe

Taking an action refers to making a contribution change VoyA

9 FINANCIAL



Diversification Journey Results e —

[t

122 (17%) of participants targeted diversified their account after i" EL“T'E’ 'Itmﬁ ge“;‘:

Yaur retirement account Is mo differsnt.

opening a diversification email

mwhrral ke Lisasll akr of iz x ismTaata wip b :ulrr'Itlr
Ao st rak o v wn e e iwe ups in2 oot o e reders - e
w2 zm ok koneand T e g wal

Unique Participant Activity 11/13/2020 e
Mo warri
VOYA,

1,246 ——

Participants reached (Delivered)
Worry less, diversify more
e im] | We could all use  (ii8e more balance,
Your refirement account is e different.

728 (58%)

Participants interested (Opens)
Sy gl e Bk, s iresienl g eoas iy need szane adaiaL Yo
LN TR R L el B b e e e P R L BT T
. . . . Swankec UesnBzdior v o srple rowg ko Eawrca imee et bk -oac
Participants engaged (Email clicks) 106 (15%) L ek S e ™
[—— Ready?
Found complicated?
Mo wormes, we've made it simple.

Participants took action after opening 122 (17%)
[ omnn ]

ey b e prir Sesaene s ek Chonge Flwriaee e holines y e

t llran ganstiere ™ Call an ri 1-WVHTL-E001

VOYA

FINANCIAL
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Beneficiary Journey Results

55 (12%) of participants targeted named a beneficiary on their account
after opening the beneficiary email

VOVYA

I-Ilh'.ﬂltl,

. . .. Do something good for those
Unique Participant Activity 11/13/2020 you care about

MAME ¥DUR EENEFICIARY TOOAY!

Participants reached (Delivered) 806
r reoznds shiow that you do not have a boneflclary om fle harsaur redrement
. ) acrzium i yiu krow 5al fecigeating 3 henatdary helps snsum Fal, in hi
Participants interested (Opens) 459 (57%) e fe sl s s o o s o e

I yinlin raning @ Banaiciany hai has @ Ssabiity o sl nel
thes indgnmaion can ssaist po 0 pradeeslancieg {oe sfed om govesnment

Participants engaged (Email clicks) 102 (22%) etz

D | L i o gocuunl, Sk Per=sonal Infarmation ard sekec]
e | AAAVEIE Esmetioiary

Participants took action after opening 55 (12%) ¢

Heer inisssline s ™ Call i al 1200L554.R001

[ U fEvE -l

VOYA
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Stopped Savers Journey Results

2 (3%) of participants targeted resumed contributions after VOVYA,
opening a Restart Savings email e W’;;;n_mm o stopping
* 1 participant is saving an average of 2% more per yer oniutians may aect your

period (from 0.0% to 2%)
* 1 participant is saving an average of $25 more per pay

Tn mh by wym bk p et w w e dlandbecoy dn by e
L L

period (from SO to $25) Sy

L T [T P Ty SR,
bt BRI M o T

b scsnwem Lripa e

I O O G
Unique Participant Activity 11/13/20

Participants reached (Delivered) 136 VOVA.

Help get your ratirement savirngs back
on lrack.

Participants interested (Opens) 65 (48%) e s |

Do v reewd ha e Lorka e rn bees LT mas g rema mrelras irm
It deirg vl rernerd

Participants engaged (Email clicks) 5 (8%) e ey wsn s s s

L L o I T T R e e

Participants took action after opening 2 (3%) U, eeansucs e

VOYA
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Financial Wellness/Education Journey Results

Toek Awt wLTom. 4 0t S Avied

Unique Participant Activity 11/13/20

Participants reached (Delivered) 41 y
. . Welcome to Voya Leam

PaI’tICIpantS IntereSted (OpenS) 16 (39%) Gt mataaed on yeu jeumey to nandial wedness. Check ot Voya Loam for bve
nd oo demnand education Bt will el you usdarstand oo il Tnandd pdwe
CIER T (R T T T F P T

Participants engaged (Email clicks) 2 (13%)

Participants took action after opening N/A y Financist Wiallnass Fxpanance

e Uazed on your fnanchyl walnoss Jzzessmem

e R [ e I T T

frw pwiiseniart 11 iy spern dan b oo ben e

vy b poun shauldd et secaim shan yoor

thancky uikire. Lop i to beam meen
Crreeee——. (1] (vl §

Taking an action refers to completing the assessment VoyA
®

13 FINANCIAL



Overall View as of 11/13/20

Unique participants delivered

Unique participants opened

Unique participants clicked

Participants took action after
opening

14

1
<~
[
»

2,783 1.444 806
« [N 136
1,687 767 728
61% 16 53% :%2 58% 65
39% N —— 48%
273
16% 2 73 102 106 5
13% 10% 22% 15% 8%
226
13% 51 55 122 2
7% 12% 17% 3%
Quarterly Education Save More Beneficiary Diversification Restart Savings

Action details: total actions after email open
Save More Beneficiary Diversification Restart Savings

1| ¢+ N . I 1 e 1
2 M 7 e
: I 15
A

5

B Positive [ | MNegative

4
4
2
1

VOYA
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2019-2020 Participant Education and Engagement Goals

Q Financial Wellness

e Increase Beneficiary Elections

e Nearing Retirement

16 EinanciaL



New/Updated Core C

457 News

FALL 2019

4 Things That Threaten Women's
Retirement Security

Ata fime when women are experiencing a Social 3nd an eCONOMIE LRSWING, ey st
o men do. Here's why:

Living Longer
‘Women are ikely o I Jonger than men by roUgNly 5 Years and that can e a fsk
to vz »

caly ey
fonger, t0 outive their 1 avings a5 wal. Thiow
I thie Cost Of 30MONal years of DeaINCare and Now YU lo0king at a grealer neeg
to save more.

Wealth Gap
The gap 1n eConNOIC equalty s Narfowing tnanks 1o Women gaining work In
Pigner-paying fleids as well a5 noicing nigner-anking postions. St there s a
Sigricant disparty in wearin. The wealtn gap 100ks at your total baiance of assels

Go paperless!

Going paperiess s a smpie minus dedts, S0 1t VES 3 MUCh more a€curate: picture Of NOW yoU'Te aeing fnancialy

and secure way 1o review your
ity of san José Deterreq
Compensation Fian statements
and conrespondence.

than measLing wages aione.

Lack of Investing Confidence
e

omen ves e never perore,

o Investing, helr confidenea dacreases arasticall. By tanding to be Mora sk averse

I il vestments, women K SacTcng groWHR opPOTUNIYes o salety. Sawing Is
n G DUt IS

«Feal secre that gocuments nave
not been iostin e mat.

- Save trme - stop storing, orgarizing
‘and stredding documess.

ST EE “Taking on the responsioiites as  caregiver can iead 10 gaps In active employment
and on your gesk. Tor women. Neany four-in-4 oint

- Printonly wnat you need. they naa taken a signicant amount of tme off (30%)of 18AUCed helr Work naurs to

ents

por P
to bulld weatt.

Likely to Work Less.

ommunications

Your financial wellness
journey begins with you

Take your [

Walcome to the City of San José! Your
‘employment with the city affords you
many benefits. One important benefit
isthe City's VEBA plan.

docum
are avallable 2417 onilne.

Recuce cluter and go greant
signing up for e Deivery toaay
Log nto your account at
sanjose pereacyzretre.com
aick My Profie” In ine top g
hand comer of the web page
anafollow tne prompts to upe|
your communication prererend
0 papariess.

VOYA.

contrueaonomersce 8y

e ey o oo

TG © 10 o S Comm e U 5900

Protect your loved
ones and your
future today!

[Ty w—T————

sanjose boroady

ity of San José Deferred Compensation
Plan Overview

17

as you prepare for retirement

SAN JOSE

Jyears of hard work, retrementis finally In sight — and having a good financsal plan i an important
q the type of retirement you see yoursalf having. Now may be a good time to make sure that
Jacy. Consider starting with th foSlowing steps:

Setaside an
emergency fund

Max out your
contributions

Prepare for
your healthcare

-

VOYA

raneal

VOV



Financial Wellness

Goal

Take a holistic approach to financial wellness to
help individuals improve their financial health
today and be more prepared for the future.

Audience
Active, contributing participants

Call to Action
Go online at sanjose.bereadyZ2retire.com and take
the online financial wellness assessment

Materials
*  Emall
Maliler

Mailer and Email Sent in September 2019
Mailer mailed on 8/15/19 to 4,451 participants
Email Results:

* Delivered on 08/15/19: 3,092 recipients

* Unique Opens: 1,526 (49.4%)

* Unique Clicks: 54 (3.5%)

18

Choces 1o think diflsrantly about your franciel Astire

Take the next step
Wewantto lﬂm:enamm mlefora@lfhygle.mwe me

Your financial wellness
journey )egm vith you.

Take your personal assessment 1o get started toda

. & SAN JOSE
Understanding your ful Snancia ——— |
and making batier cholces over time. — | I
- Achieving 3 state of confidence at every — e e
stage of ife. o
« Having the freagom to Induige 3 Intie Financial weliness is about the balance of Ivng for today, saving for tomorrow. VOYA.
and embrace iife. . Twre Yo e o
with the Financial Wedness Experience. This interactive assessment will help ,:,‘
= YWM MWWNM @ comprehansive way and learn how 10 take
So, where are you on your financial wellness
3 mm,mm.m..wm.s fox your tnancial
joumey'7 Lo o9 in ma dy2ret then click on Finas
Well m(pllhmlq|l|d
Log In today at sanjose beready2retive.com Men cick on Financial Well Questions?
meiopufmepage ol Voya'sCuss y
5 am. - 6 p.m. Pacific \'lme(PTlMﬂlcﬂ i?ywlnal\/wa resentatives”
@ avallable every Wednesday from 9:00 am. — 3:00 pm PT in the Human
Hall and s
Questions? sy ket ol for
a3 Voya's Cusiomer Servioe 3t 600-584-S001 Monday IOUN FT3y 5| pem——
ewpmpaancnme(vnmy ke e Ak _wm
fom 9:00 am. - 3:00 p.m. PT in the Human Resource Aot b et ). o
acuyrulamnmwmum reViEws, group|
on-0ne Meetngs at your worksite. Call for an appointment: 877-464-4748 e g S ‘",:\,"‘“,ma::.:'.‘.‘-’::' S
— Yous o
VPO PO Sy S e——
v fheced v Voye Mearret Advaces, b {meesier GPC)
¥ inan LLC pmarmder SI°C) or hire
# 3aliing sgreemmet. A) roducss end secvios Ty 1ot e avelintie b o) o
0471 P © 2019 Yoys Servioss Comgmry. Al sghis sesensed. CNIIE1ED_DIDT
yFINANCIAL
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Beneficiary o
Goal Py
Encourage participants to review/update their SAN JOSE
beneficiaries. Additional touch to those without a
.. . Protect your loved
beneficiary on file. ones and your
future today' Protect your loved
. o ‘ =24 ones and your
Audience & - P future today!
A” aCtlve parthlpantS Review or name your beneﬁcjan'&foryo;r retirement
account today!

Designating beneficianas %r your Clty of San Jose Deferred Compensatar|

Ca” to ACtlon account Nelps Make sure that, In the event of your death, your wishes are o M?&

folowed. That's bacause It can ensure the 5avings you've worked so hard Y

Go to sanjose.beready2retire.com Or CONtACL YOUT | 7 eewy o g sars
local Voya representative e e °

) lnDyrsty Gk Personsl momsbon  fberetceres re R RV ENEIETIE
Materlals Benedoiary. o your beneﬂda‘rles&

for your retirement = j

H account today! \
® Emall Designating a bensficlary s easy. Don't walt! Do It today!

« Self Mailer
Questions? Need Help?

ummsmxmmmms;m S p.m. Pacity
FT). Adcsoraly, local oy representatves” are avalabie svery Wednesday from 300 am| e Click Add/Edit Beneficlary Information from the
Parsonal Infor .

Mailer and Email Sent in October 2019 L R A N B R
Mailer mailed on 10/21/19 to 4,777 participants

Email Results:

» Delivered 10/23/19: 3,139 recipients
* Unique Opens: 1,633 (52%)

* Unique Clicks: 165 (10.1%)

3t sanjose.beready2retire.com

19 FINANCIAL



Nearing Retirement

Goal

Education for those approaching retirement to
assist in creating a financial plan. Remind
those exiting of Plan’s services and benefits of
staying in the Plan.

Audience

« Any employee with a balance over the age
of 55.

« Exiting/Retiring Employees

Call to Action

Contact your local Voya representative to learn
about the special savings program and leave
payout options available.

Materials
e  Emall
*  Flier

Completed in February 2020
Email Results:
» Delivered 2/19/20: 877 recipients
* Unique Opens: 393 (44.8%)
* Unique Clicks: 16 (4.07%)
20

Consider following these steps toward a sound financial plan [weblinkHTML]

SANJOSE

Help as you prepare for retirement

After many years of hard work, retirement is finally in sight — and having a
good financial plan is an important part of shaping the type of retirement you
see yourself having. Now may be a good time to make sure that you'll be
ready.

Start with the following steps:

=] g;’f;g“szﬁ g’iﬂ dfgne:;rces and Prepare for your healthcare

Create a clearly defined [ Align your investments with
financial plan your risk tolerance

e Set aside an emergency fund A-; Y

o Max out your contributions

VOVYA

FINANCIAL
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2021 Participant Engagement and Education Goals

Personalized Messaging/Marketing Automation
— Save More, Stopped Savers, Beneficiary, Diversification and Financial Wellness/Education

Online Account Registration
— Encourage participants to register account online
Beneficiary
— Encourage all to review/update beneficiary
Consolidate
— Encourage patrticipants to consider consolidating outside retirement accounts
E-delivery
— Encourage participants to go green by electing e-delivery

\\ MISSION
\ Creatlng market-leading experiences and outcomes for your employees while providing information to
7/part|C|pants when, where, and how they want it.

22 FINANCIAL



.
Online Account Registration

Make retirement happen for you

Goal

Increase number of participants registering
account online

«  Web registration is 72%

In order to get the most out of your City of San José Deferred Compensation
A u d I e n C e Plan, you'll want to create an online account at SanJose beready2retire.com.
With online account access, you can:

All participating that haven'’t registered their

account online yet @ AIA @ Q

Track progress loward Visw your Review your Go green and
your future morthly balance and ccount acEvEy recuce paper
reSrement income investment communicaton.

goals wih the performance 2ign up for e-

Call to Action e =
Reqister your account
e

Be sure to select Register Now after clicking Login and follow the instructions to

Materials e

. Already registered your account online?

) E m al I Check to make sure your most current email address is the email address on file:
Login, click My Profile in the top right corner and then select Communication

Preferences.

Questions? Need Help?
Call Voya's Customer Service at 800-584-6001 Monday through Friday
5 a.m. - 6 p.m. Pacific Time (PT). Additionally, Voya R 4

Wi

¥: P
are every from 8 am. - 3 p.m. PT in the Human
Resource Department at City Hall.

VOYA

23 FINANCIAL



Beneficiary

Goal

Encourage participants to review/update their
beneficiaries. Additional touch to those without a
beneficiary on file.

Audience
All active participants and termed with a balance
participants without beneficiary elections

Call to Action
Go to sanjose.beready?2retire.com or contact your
local Voya representative

Materials

«  Emall
* Self Mailer

24
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Review your beneficiaries today otin

Protect your loved
ones and your
future today!

Review or name your beneficiaries for your retirement

account today!

Designating beneficianas %r your Clty of San Jose Deferred Compensatar|
account Nelps make sure that, In e event of your death, your wishes are o

1 ones and your

folowed. That's bacause It can ensure the 5avings you've worked so hard Y

Protect your loved

future today! ¥ . | fe—

accumulate are passad along 1o the right people.

it's easy to get started
Lﬂlhbmmn Ciick Perconal information If beneficaries are airef
then zelect ASdEa
Baneflolary.

Designating a bensficlary s easy. Don't walt! Do It today!

ummmzmmmms;m S p.m. Pacity
(FT). Adcoraty, local oy representatives” are avalabie every Wednesday from 300 a.m|
300 p.m. PT in the Human Resource Department & CRy Hal and are aiso svalabie for
enmiments, SCCOUNE reviews, Qroup and ONe-on-one meeangs 3t your workske. Call for an
appointment: (B77) 4844748

Questons? Need Help?

B crwmerEtes W TgRERTe IRTNSRTENTe ol €3 Sy Bes 30 PvestTact i)

TYOSucta and services SPared SrTigh the Voyw Serly of compaTies

XEAT20 M1 © 2015 Voys Services Compeny. Al ighis resarved. CHIOIS45T

Review or name

your beneficiaries

for your retirement ~ j
account today! i

VOYA.

FINANCIAL



Consolidate/Roll-In

Goal
Encourage participants to consider consolidating
outside retirement accounts.

Audience - \

All active and contributing participants Simplifying your retirement planning now can make
it easier for you to manage later.

Call to Action bl il s e ol

investments sligned with ygur long term gosls.

Contact your local Voya representative or the Voya

Account Consolidation Team @ w @

Materials e i g i g
invested with your goals and feelings
e  Emall

aboust rsk
° Fller You can leave your retirement account with your former employer. move your
account into your new Employer's Plan, roll it into an IRA, or cash it out. The
decision is an important one, so check on the implications of each action
before taking money out of your retirement account.

Ready to have a conversation about your options?
All it takes is one phone call, and we'll handle the detsils. Call enter phone or
email us at enter email.

VOYA.

VOYA
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E-Delivery

Goal o i A5 Dot Cngorios Pl
Increase number of participants electing
e-delivery of statements and communications
*  52% currently active on e-delivery

(G0 paperless
and make

Audience P OUr ife easier!

All participating that haven'’t elected e-delivery

Going completely paperless is a simple and secure way to
review your statements and correspondence.

Cal I to ACt I O n - Feel secure that documents have not been lost in the mail. ﬂ
CITY OF

- Save time - stop storing, organizing and shredding documents.

Login to your account and update your Pty whisamosd Siias i sipamoerisarsmsalbbisdils SAN JOSE

DEFERRED COMPENSATION PLAN
PLAN - SAVE » GROW

communication preferences

Materials
«  Emall
 Postcard

VOYA
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ACTION
CAMPAIGNS
§

2021 Campaign Calendar

Q1 oF. Q3 Q4

Automation / Personalized Messaging

>

A JosE

Go paperless
and make
your life easier!

Protect your loved
ones and your
future today!

Review or name your beneficiaries for your refirement
account todayl

e
‘accumusats e passed along 1o e ight peogie.
15 casy 8 get started

Simplifying your retirement planning now can make
it easier for you to manage later.

ot

Protect your loved
ones and your
future today!

beremigebisonsplicralirioalack

—

‘scoount nto your new Employer's Plan, ol it nto an IRA. or cash it ut. The

R usions? Nect g2 before taking maney out of your retrement sccount
Sam. 16 pm Pacc Time (°T) Adsitonaly, Voya Represeniatves'
S maiahe vy Wecksiayen 8 a2 3m. F T n e aman

Ready to have a conversation about your options?
Resorcn Deparimans oy s 3

‘email us st enter amal.

VOYA.
|

Beneficiary

Online Account Registration E-Delivery
Consolidate/Roll-In

Plan Communications / Ongoing Enrollment

VOVA
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