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Welcome
Agenda

1. What Employee
2. Best Practices f
3. Resource Check

4. Enhancements

Coffee is on us!

Use the questions panel
to share your Open
Enrollment Tip or
Success Story.

If we share your story
during the event, we
will treat you to coffee.







What Did Participants Tell Us?

SATISFACTION PREFERENCES / INSIGHTS

Highest satisfaction Report using

Cardis #1 choice
levels reported for accessing funds 80% BRIWEB and
among those that use (85%). up from 2022 receiving

CARD and BRIWEB.

=
[

9 of 10 AR

Satisfaction Rating

Overall satisfaction
* Friendliness, professionalism
* Communications received

1in 3 submitting claims i

® Calling

- preferred method of
communicating

62% call;15% live chat; 23% email

NPS

PARTICIPANT SCORE

Net Promoter Score (NPS) of 30 and above
classified as “great”; 70 and above “excellent” /
“world class”; For B2C services related to
insurance and financial , ratings average 16-28.

/q Understanding of
.|I what is eligible and

claim status is on the
rise

What they want regarding benefits information?

59% 52% ~1in5
Flyers/ FAQs Calculators, Videos &
brochures Infographics

How information is received?

BRIWEB ease of use and resources to manage account(s) o 32% 27% -~ 18% S 3%
Ease of accessing funds with card DA 833{’ From Text m Mail to ' In-person
Employer Message Home Events

Source: Metrics based on BRI's 2023 Participant Satisfaction Survey conducted through online survey August 1-31, 2023.



Key Performance Metrics

TRANSACTIONS

* 6.75TRANSACTIONS/PPT/YRIN 2022. ON PACE FOR 8
TRANSACTIONS/PPT/YR FOR 2023 OR AN 18% INCREASE.

 PROCESSED OVER 2.8M TRANSACTIONS IN 2022. ON PACETO
PROCESS OVER 3.4 M TRANSACTIONS IN 2023 OR A 50% INCREASE

CARD USE

« 88.4% OF TRANSACTIONS PAID BY CARD

* 93% AUTO-SUBSTANTIATED

CLAIMS

* 11.6% PAID BY CLAIM / REQUEST

« 77.6% OF CLAIMS PAID BY DIRECT DEPOSIT

* 95%+ PROCESSED WITHIN 5 DAYS, 75%+ WITHIN 3 DAYS

Metrics for 1/1/23 - 8/31/23

AVERAGE SPEED TO
ANSWER (ASA) ON
INBOUND CALLS

« UNDER 2 MINUTES >75% OF THE
TIME

- UNDER 5 MINUTE >90% OF THE
TIME

SCHEDULED CALLBACKS

ARE RETURNED WITHIN 2

HOURS 85% OF THE TIME

Source: Unless otherwise indicated, data is representation of Benefit Resource global participant utilization metrics as of 9/1/2023.




By the Numbers — Participant Metrics

Top Reasons for contacting 3.3

support teams cases % with email 95%
100
Balance, partli:)cei:)ants per % registered fOI’ BRIWEB 82%
13.2% month
% with direct deposit 29%
% claims paid by direct deposit 68%
Receipts, % with alerts /notifications 54%
20.9%
% of card transactions auto- 939,
substantiated 2
Claim,
26.0%

Source: Unless otherwise indicated, data is representation of Benefit Resource global participant utilization metrics as of 9/1/2023.



Il Know your Numbers...
Access your BRI Insights Report

BRI Insights Report

For clients with established participation, which
meet minimum case metric levels

BRI Insights

Sample Company
AS OF JANUARY 2023

COMPANY BASICS
PLEASE VERIFY / PROVIDE UPDATES TO ENSURE ACCURACY OF FUTURE REPORTS
‘Company Name: Sample Compant

BRI Insights Foundation Report

For small and new clients.
Provides optimization behavior information

Type of Business': 80 - Services: Health Services
Eligible Employee Count® 213

Basis for Member 1D%: Other For Member |D, use your HHS PeopleSoft/Employes 1D without the first two
leading zeros. Ex: If the 1D is 00000012345, you will use 000012345

Broker Firm on Record: Hays Companies - Minneapolis, MN

BASIC SNAPSHOT
Unique Participant Count* % Enrolleds
2307 37.1%

7\ BRI Insights Foundation Report
BR1Z Sample Company

~ASOF JANUARY 2023

CASE METRICS®

Item Company” Overall® * Performance? COMPANY BASICS
Case Ratiot! PLEASE VERIFY / PROVIDE UPDATES TO ENSURE ACCURACY OF FUTURE REPORTS
o 100 st /o 39 Compiny Name:Sampe Compy
Type ot Busines: 1 erice Lega Senices
gl Enplyee Count: 20
Balance 13.0% 15.4% 15 5% s for Member 0ol Securty mer
Card 120% 153% 19.1% ercker FimanRecord Notaker fimonrecord
Claim 30.0% 29.6% 29.2% BASIC SNAPSHOT
Receipts 120% 157% 16.0% [ i I XErwolled” ]
Web 33.0% 20.0% 20.2% | Review for Potentizl Opportunity [ : 1 B3 1
OPTIMIZATION BEHAVIORS
= Conpary | _Overal | _peers Pertomance
OPTIMIZATION BEHAVIORS e Al m i CE——
S isthrect deporit c00: £
= Ow sy dreet oo | iz | ves
n . T S 500 W5
% with email 97.1% 97.8% X orcrdtramactons ko | 0 os% | osom Carddata ot avaiable
% registered for BRIWEE B6.2% 83.9%
% with direct deposit 310% 28.6% CASE METRICS®
:6; \alr‘ns paid by direct 710% 48.5% i weererege - ssed plans Aclient-
% with alerts / notifications 57.6% 54.5% Review for Potential Opportunity
% of card transactions auto-
cubstantiated 95.2% 954%

REPORTS AVAILABLE FROM THE FILE TO DOWNLOAD SECTION OF BRIWEB | |

ow to use your
Rl Insights Reports

Review for Potential
Opportunity

an action plan

BRI Insights

Sample Co,, Inc.

AS OF SEPTEMBER 2023

POTENTIAL OPPORTUNITIES

15 PRO
tential Opportunity” in yous InSiGhts report be sure to ind the corresponding oppostunitics below

CASE METRIC ACTIONS

* Year-end
FeA partsipants.

(optnat chentiscel]
" Berwersa Welcome ematzent
upon cardereation

« Requesta replacement

< Status of cdam  Dpten caims payment: serts
ic .

+ HowtnSubms Claims walk throu
denial | newsletter to partiipants Ik through

Receipts | = Whatdocumentationis | - newsietter to FSA/HRA.
necded®

+ Cardpage
e —
pertcipant erdile

web .

+ Include Company Code and g

OPTIMIZATION BEHAVIOR ACTIONS
Behavior /Opportunity
 Enzure emal addrezs s nch your enraliment fles. I your

Email Address

onFie for smplzyees demographic uadte canbe provided separately

main to your it ofsafe senders.
E

Regateran | " SAECHTEIYCHE | T UENRER 1 Aparicpertwecome e s proved s
BRIWEE and communicated onbearding
o Shre ot ideosnd ERINER Pt

SetupDirect | .
Deposit/ communications
ClamsPaidby |+

Dirsct Deposit

. EE| pageand ety
+ Distribute Licect Depoatt Authorization Form

Direct Deposit

Optenfor + Bereralond targered
Alerts/
Notfications




Coffee is on us!

Use the questions panel
to share your Open
Enrollment Tip or
Success Story.

If we share your story
during the event, we
will treat you to coffee.




€@ ![dentify plan changes early.

° PI an “mit increase S Emplovees Empioyers Resoarces 1 El SRR
» FSA limits require active changes o .

BRI is here to assist you with your upcoming annual re-

* HRAfunding levels N 2

» General plan changes
(] Compa ny’ Iocation, diViSiOnS, plan dateS, o ACTIONS YOU MAY NEED TO TAKE

Submit the form ta initiate upcoming plan changes to your Medical Flexible Spending Account (FSA] maximum and/or Medical [ SUBMIT EHANGES

FSA Rollover amount. For all other plan changes, contact your designated Account M

I a CO ta Ct Schedule Web Enrollment for FSA
i SCHEDULE DATES
I I I I If you are using enrollment at BRIWEB for your FSA, please schedule your Open Enrollment period start and close dates

Upload Files at BRIWEB

Toupload your files for € Enrcliment at BRIWEB, download the file layout. We also have instructions FILE LAYOUT INSTRUCTIONS

* General plan rules el

It you are currently using 3 third party to send open enrollment files to BRI, please reference our helpful tips to ensure a smooth VIEW TIPS

Open Enroliment experience

 Who s eligible?
[ ] Benefit Resource provides a var materials to communicate your plan(s) including videos, OPEN ENROLLMENT RESOURCE CENTER
FAQs, fi and more, including the FSA and H5A enroliment kits
o °
* What expenses are eligible?
° ? DEADLINES & TIMING
 What are the rules for accessing funds: s



https://www.benefitresource.com/resources/reenrollment/

e Discuss plan additions.

™" Adding a plan option
%%  Adding a new benefit program

@ Modifying the plan design of an existing benefit



e Implementing changes or new plans

 What to expect...

i Review existing file feeds

) v" Are there changes you need to make to ensure a new type of
=—) = plan is sent through the files?

v" Do you have new vendors that impact your exchange of
information?

Changes implemented to administrative system

\_ : v" You may be asked to review or verify changes to ensure
\— accuracy.

Plan documents updated
% v" Plan documents and Plan Highlights are updated/created to

reflect the changes/additions of the plan.




Know your BRI Timeline

Prepare
60-90+ days

* Understand
opportunities
with participants

* Schedule
reenrollment

* Prepare
communication
plan

Educate
45-60 days

* Use a multi-mode
communication
strategy to reach
employees

* Highlight key
benefits,
calculation
resources and
deadlines

Enroll
30-60days

* Hold open
enrollment

* Send enrollments
to BRI (other
vendors) - target
30 days prior to
plan start

®
Plan Start

 Election
confirmation
notices

* Cards ordered
(for new plan
participants)

* Funds loaded and
available for use
(per plan rules)

Ongoing
Engagement

TOPICSTO
CONSIDER

* Getting online
* Substantiation

* Opt-in services
(notifications &
direct deposit)

* Benefits to using
card






ALL IN ONE PLACE! NEW RESOURCES PAGE!

(corarmorosn:) - CRENE
BRZ Emplovees « Employers v Resources v Blog About v Careers (D)

- B RI Re S O u rC e S gl
oo B3 Bnret FoFs ombisionof - g

doviflbacpleresouttes chedk out ourResoured Center

VISIT RESOURCE CENTER I

REDESIGNED MENU DROPDOWN

GET A PROPOSA

PARTICIPANT RESOURCES

LA Il

= 0

WELCOME TO BRI BRIWEB PARTICIPANT BRIMOBILE ACCOUNT BALANCE &
PORTAL ALERTS

Employees v Employers v Resources ~ Blog About v Careers LOGIN

P -
Participant Resources Employer Resources BRI Resources o g
Welcome to BRI COBRA & Direct Bill Portal Open Enrollment ELIGIBLE EXPENSES PLAN LIMITS CALCULATORS

L o Explore the tools and resource fenee oliglble e b ¢ e
BRIWERB Participant Portal Commuter Resource Center Communication Calendar pages to learn more about your BRI ! o
BRIMOBILE FAQs BRIWEB Management Portal Benefits. For a compilation of

R ) downloadable resources, check out
Account Balance & Alerts Forms COBRA & Direct Bill Management Portal S FEsa Ca
Beniversal & eTrac Cards Espanol COBRA Renewal & Open Enrollment BRI COBRA & DIRECT comuen
BILL MEMBER PORTAL
Eligible Expenses Shop FSAstore.com FSA & HRA Renewal ALL RESOURCES X RESOURCE CENTER
Plan Limits Shop HSAstore.com New to Benefits Education Series
RESOURCE CENTER

Calculators Webinars

® ©

ESPANOL SHOP FSASTORECOM  SHOP HSASTORE.COM

EMPLOYER RESOURCES
e

RESOURCE CENTER
& =

RESOURCE CENTER VIR R [ ——

MANAGEMENT . CALENDAR EDUCATION SERIES
PORTAL e . N .

Videos, Blogs, Calculators and more

v @

BRI COBRA & DIRECT
BILL MANAGEMENT

oRlis

FILTER BY AUDIENCE FILTER BY PRODUCT

SEARCH BY TERM

Enter keywords Q Any - Any -
LOOKING FOR RESOURCES TO DOWNLOAD?

Can’t find what you're looking for? FILTER BY CONTENT TYPE FILTER BY USE CASE v youu s

Search our FAQs Any - Open Enrollment #



https://www.benefitresource.com/resources/

B Welcome to BRI

HELP PARTICIPANTS MANAGE THEIR
ACCOUNT(S) WITH BRI.

S e meorarceanwich BRI video

s eaaiaRaiae e articipants:

Register for BRIWEB

Manage Your Account (app, alerts, direct deposit)
Spend Funds (eligible expenses; card features)
Claims & Receipts

Additional Resources (Resource Center, FAQs)

 Resource pages, videos, and additional
educational content linked throughout

Employees Employers Resources Blog About Careers

WELCOME TO BRI

Welcome to BRI! We created this page to help you
manage your account(s) to get the most out of your
benefits plans. We recommend bookmarking the page
for future reference.

Jump QUICKSTART REGISTER FOR MANAGE YOUR CLAIMS / ADDITIONAL
to: VIDEO BRIWEB ACCOUNT CARD RECEIPTS RESOURCES

GET STARTED FASTER GETTING STARTED /_\

-
Watch our three-minute “Getting Started with BRI” video for a quick WITH BRZ

summary of what you should know to make the most of your benefits with
BRI. In it, you'll learn about:

* Accessing your accounts through BRIWEB or the BRIMOBILE app

* Registering for a BRIWEB account

* How to sign up for account alerts and direct deposit

o The Beniversal® Prepaid Mastercard® and digital wallets

* Submitting claims

Or, continue reading to get started in five easy steps.

STEP 1: REGISTER FOR BRIWEB



https://www.benefitresource.com/resources/welcome/

B New to Benefits

HELP HR PROFESSIONALS &
BROKERS NEW TO THE EMPLOYEE
BENEFITS SPACE LEARN ABOUT
PRE-TAX BENEFITS & COBRA.

e Savailable Education Series topics:

 Eachtopic has multiple lessons
 FAQsrelated toeach lesson topic
« Additional resources available

« Additional enhancements & lesson
content coming in the near future -
stay tuned!

(cerarmorosn ) CEENE

Employees Employers Resources Blog  About Careers

NEW TO BENEFITS EDUCATION SERIES

Navigating the intricacies of pre-tax and COBRA regulations can be a daunting task, often leading to confusion and potential compliance issues. And as
the landscape of employee benefits continually evolves, there is a growing demand for comprehensive pre-tax and COBRA education among human
resource professionals and benefits advisors

To address this need, BRI has developed a New to Benefits Education Series to empower HR personnel and benefits advisors with the knowledge and
confidence needed to navigate the complexities of pre-tax benefits and COBRA. This series offers a curated collection of frequently asked questions
and well-researched answers reviewed by industry professionals, accompanied by a rich array of educational resources.

O S
O ¥
SO g
New to FSAs New to HSAs New to HRAs

L 00

New to Commuter New to COBRA

LOOKING TO EXPAND YOUR KNOWLEDGE FURTHER?

Check out our blog to get information & nsumer-driven benefits and COBRA.

READ BLOGS. VIEW MORE RESOURCES



https://www.benefitresource.com/resources/new-to-benefits/

Employees  Employers  Resources Blog  About Careers

OPEN ENROLLMENT
p e n n r O m e n t e

FIND EVERYTHING YOU NEED FOR A S—

PLAN SETUP

L ]

® @

HRA/VEBA

COMMUTER ADDITIONAL RESOURCES

WILL YOU BE OFFERING HAVE YOU PREPARED WILL YOU MAKE ANY
ANY NEW BENEFITS OTHER CHANGES TO
GRAMS? REENROLLMENT YET? YOUR BENEFITS?

OPEN ENROLLMENT COMMUNICATION TIPS

P | S * t Communication and education are essential for 2 successful benefits plan. View tips on effective Open Enrollment communication below.
a I I | I | p pe S Tip #1: Follow the 10-20-30 PowerPoint Rule

Tip #2: REACH Employees with Your Presentation

» PowerPoint Decks

Tip #4: Don't Be Afraid to Overcommunicate

Tip #5: Personalize & Target Your Communications

* Ready-made email templates

EMPLOYER RESOURCES

» Plan Snippets: Pre-wr s about BRI and our offerings! Use the content in this document for open enrollment presentations and
materials. Grab the snippet(s) you like, and customi

e them to fit your needs.

+ PowerPoint Presentation Slides: Save time creating your own slides by taking ones from BRI's official decks and customizing them as you see fit.
You can see the full pre-recorded presentations of these same slides in the applicable plan sections on this page.

+ Email Templates: Download ready-made email templates to make enrollment communication easy and efficient

Resources By Plan Type
“ FSA RESOURCES
O OIE Szl Ko S—
arter Kits

versions are linked when available.

* Flyers, videos, calculators, forms/docs

WHY DO | NEED: A LIMITED FSA EDUCATION GUIDE OVER-THE-COUNTER
o * o o PURPOSE FSA? ELIGIBLE EXPENSES
° 4-page brochure on plan characteristics.
< 1-page flyer summariz eligible expenses, estimated tax savings, 1-page flyer with examples of eligible >
emp ould enroll in an and BRI resources, over-the-counter medical items.

> Shortexelangtden el el feseles ke

R S e



https://www.benefitresource.com/resources/open-enrollment/

B Communication Calendar

DEVELOP A YEAR-LONG COMMUNICATION e YV, N
STRATEGY FOR MAXIMUM EFFECTIVENESS.

Communication Tips & Best Practices

* Tipsondeveloping your strategy
« Related webinars

Sample Communication Messages & Resources

* Organized by communication topic
« Links toflyers, pages, videos, forms, and more to

complete R

PPPPP

GETTING STARTED

share with employees . VR

Don't forget to adapt to your employees  needs

xxxxx



https://www.benefitresource.com/resources/communication-calendar/

Coffee is on us!

Use the questions panel
to share your Open
Enrollment Tip or
Success Story.

If we share your story
during the event, we
will treat you to coffee.




Investments 1n Customer Service

Email to case -
June 2022

e Improved visibility
e Centralized tracking
of contact channels
e Aggregate data for
identifying trends

and patterns

New contact
center platform
- October 2022

e Integration of phone
system and CRM

e Improved
identification of
participants

e Enhanced queue and
call routing

e Callback option/
Hold my place in line

Outsourcing
partnerships

¢ Provide scale to
reduce impact of
seasonal peaks

e Focus on high value

work and customer
interaction

New online chat
system -January
PAOVAC

e Expands capacity for
online interactions

e Allows tiered service

Real-time

customer
feedback -
March 2023

e Text-based post-
interaction survey
capabilities

Upcoming

« SMS/Text interactions

e Chatbot function within
BRIWeb for quick Q&A
24x7

e Participants able to switch
from non-voice or self-
service mode to assisted or
voice mode during the
interaction during business
hours

e Pilot recurring claims and
claims automation options




Targeted
Communications

e Receipt reminders

¢ High balance reminders
(commuter benefits)

¢ Annual year-end account
reminders (FSA)

e Identity verification
requests (HSA)

e COMING SOON!
e Web registration
e Card use
¢ Direct Deposit Sign-up

~)

W Expanded Member Communication Services

l/
~

\)

Opt-in Activity
Based Notifications

e Card activity notice
e Deposit activity

e Monthly balance

e Claims paid notices




T , , 14% YOY Reduction
Simplified Registration for BRIWEB R e L Tty

ENHANCEMENTS

1. Ensure COMPANY CODE is more readily available to participants through expanded
communication options.

2. Reduce thereliance on MEMBER ID to verify an individual during registration.
g ae - A CAESS O L@OSunciesolces.
4. Provide REAL-TIME FEEDBACK regarding errors.

Participant Registration

WHAT DO WE NEED Verty ontty

Enter the following details to confirm your identity. You will then be prompted to create a personal login ID and password.

REGISTRATION TIP: Make sure you have access to your email and/or phone. A registration code will be sent during the registration

1. Employers should continue to communicate COMPANY CODE and MEMBER |ID BASIS.

o In order to avoid prompts for Member ID, validation includes Zip Code and Date of
Birth Missime ok inconiect (nfe will trigger a prompt tor Member ="

DATE OF BIRTH

* Based on BRI Participant Case Metrics for FH2022 compared to FH 2023

CancelRegitration




PARTICIPANT

Improved Claims Visibility UNDERSTANDING IS

*In 2023, nearly 2 of 3 FSA
RECENT AND UPCOMING ENHANCEMENTS participants report they feel informed

 (Claims submission deadlines and links to plan on clalm-stafcus. |mproveme.nt e £
in 2 feeling informed on claim status

highlights integrated into dashboard 1 2020"

« (Consolidated claims activity to display
recently submitted and processed claims
in single view

* Requests for claims assistance are
down nearly 10% First Half 2023
over First Half 2022. **

* Allow participants to view submitted
documentation - Account Overview

Click on a plan below to view additional plan detail.

y A | | O\/\/ p a rt | C | p a n tS tO S U b m | t n e\/\/ ACCOUNT TYPE PLAN YEAR BALANCE CLAIM SUBMISSION DEADLINE
d ocumentation for a d enl ed C | alm Health Savings Accoun /31/2023 $1,136.63 No Deadline

— Limited HRA 2023-12/31/2023 $201.92 Review Plan Highlights

Mass Transit $561.96 Card Access Only

* Metrics based on BRI’s 2022 and 2023 Participant Survey conducting in August each year.
** Based on BRI Participant Case Metrics for FH2022 compared to FH 2023



°  WEB
Direct Pay™ o —_

account(s) with
EMAIL & TEXT SIGN UP FOR BRIALERTS

Integrated Digital Payments for Eligible Items

Account Overview

Click on a plan below to view additional plan detail.

° 1o ] o / ¢ = Shop +1500 FSh-Eligible items With — owe e
Seamlessly access and pay for eligible items : T wr

through FSA Store and HSA Store.

Contact BRI

PARTICIPANT SERVICI

« Automatically links health account payments.
No card entry required.

«  Supports split payments to allow participants
to use personal funds to complete desired
purchase.

Release Anticipated October 2023

Direct Pay is a trademark of FSA Store Inc.




Save time on your

| Dlgltal Wallets commute!

No pass purchase
required. Simply, use it
HOW IT WORKS: with OMNY and other

1. AddBeniversal®/eTRAC® Prepaid Mastercard to Google Pay, Apple Pay or Samsung Pay contactless transit SyStemS

If using for transit, Apple Pay and Samsung Pay allow you to update settings to make the .
Beniversal/eTRAC card the default payment method for transit expenses. Your Beniversal/eTRAC Tap and Ride!
card will automatically be selected as the payment source for any transit expenses.

2. At acontactless terminal, open your digital wallet (Google Pay, Apple Pay or Samsung Pay)
on your phone. If needed, select your Beniversal/eTRAC card as the payment method.

3. Hold your phone approximately % inch away from the terminal. Terminal will light-up or
ding indicating the transaction was successful.

GREAT NEWS! Al Beniversal and eTRAC cards can be added to:
q 6Py | GPay | "By

The Beniversal and eTRAC Prepaid Mastercards are issued by The Bancorp Bank, N.A., Member FDIC, pursuant to a license by Mastercard International
Incorporated and may be used for eligible expenses everywhere Mastercard is accepted. Mastercard and the circles design are registered trademarks of
Mastercard International Incorporated.



m FREE Mastercard Services @& Ri

ID THEFT PROTECTION HEALTHLOCK
Protect your personal information: Protect your medical data and monitor
debit/credit cards, SSN, health plan D vour medical claims for errors, fraud, and
numbers, driver’s license, passport, overbilling.

emails, bank accounts, etc.
 Medical Claim Monitor (FREE)

* |dentity Theft Alerts « Medical Claim Auditor (paid with |

« Emergency Wallet Replacement free 90-day trial)

» Access to Certified Resolution « Medical Claim Saver (paid with free }
Specialists / 90-day trial)


https://www.benefitresource.com/resources/card/

BR7

A Millennium Trust Solution

Thank You!

Benefit Resource, LLC does not provide legal, tax or financial advice. Please contact a professional for advice on eligibility, tax treatment, and other restrictions.
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