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Learning Objectives

1. Learn how a focus on your “why” drives growth and
sustainability.

2. Learn how empathy helps you better empower
employees to serve your members’ needs.

3. Learn what really matters to foster credit union growth
and sustainability.
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For our time
together

Connection and empathy drive change,
progress, and impact. Yet, we live in a
world where technology and potentially
remote work routines drive loneliness and
disconnection.

» Understand how a focus on your credit
union’s “why” drives growth and
sustainability.

» Learn how to leverage empathy to
better empower employees to serve
your members’ needs.

o Learn what really matters to foster
credit union growth and sustainability.



Presenter

Gigl Hyland, CUDE, CCUFC
https://www.linkedin.com/in/gigihyland/



https://www.linkedin.com/in/gigihyland/

Library of Congress



Monseigneur Pierre Hevey

Source: www.stmarysbank.com

Source: Library of Congress


http://www.stmarysbank.com/

We believe In democracy.
We don’t talk about institutions
of, for and by the people.

We make Institutions that

are literally of, for and
by the people.

Roy Bergengren

© The National Credit Union Foundation 2020. All rights reserved.



Federal Credit Union Act

Signed into law in 1934 by
President Roosevelt






500+

L_ouise Herring
The “mother of credit unions”






/5 Years Later...





https://www.shrm.org/topics-tools/news/hr-magazine/millennials-turn-40

9/11 — what happened In finance?



Turn back time — stay with me

WSJ


https://www.wsj.com/articles/after-the-9-11-attacks-wall-street-bolstered-its-defenses-11631007001

Pandemic

U.S. Bureau of Labor Statistics
Time



https://www.bls.gov/opub/mlr/2018/article/great-recession-great-recovery.htm
https://time.com/personal-finance/article/us-stock-market-crashes/

Turn back time — stay with me

U.S. Department of the Treasury



https://home.treasury.gov/data/troubled-asset-relief-program




No more student debt - image


https://www.axios.com/2024/03/11/covid-pandemic-march-11
https://www.espn.com/nba/story/_/id/30211678/nba-revenue-2019-20-season-dropped-10-83-billion-sources-say

Pandemic


https://www.npr.org/2021/03/11/975663437/march-11-2020-the-day-everything-changed

HOW LIFE IS SUPPOSED T0 GO HOW LIFE ACTUALLY GOES

o

START EnD

N



When mission
meets moment

o Between 2023 and 2024, the proportion of
middle-income households that were
ﬂrg/anmally Vulnerable rose from 11% to

0.

o Middle-income households increasingly
strugcrzjled to manage their debt, which may
be related to the fact that this income group
(rjn%sit frequently holds revolving credit card

ebt.

o Other day-to-day financial health indicators
decreased for middle-income households as
well, including s_pendmg less than income,
paying bills on time, and short-term
savings.

Source: https://finhealthnetwork.org/research/financial-health-pulse-2024-u-s-trends-report/



https://finhealthnetwork.org/research/financial-health-pulse-2024-u-s-trends-report/

ALICE

Asset Limited, Income Constrained,
Employed --earning more than the
Federal Poverty Level, but not enough
to afford the basics where they live.

https://unitedwaysca.org/realcost/

https://www.unitedforalice.orqg/state
-overview/washington



https://unitedwaysca.org/realcost/
https://www.unitedforalice.org/state-overview/washington
https://www.unitedforalice.org/state-overview/washington




*

1320 of Millennials are \nd 4990 of Boomers are
living paycheck-to-paycheck living paycheck-to-paycheck

The Hill
LendingClub



https://thehill.com/business/personal-finance/3979656-nearly-three-quarters-of-millennials-are-living-paycheck-to-paycheck-report/#:%7E:text=The%20survey%20found%2060.1%20percent,boomers%20and%20senior%20citizens%20were.
https://assets.ctfassets.net/orqped9h4wgz/tN5VfebwRfH9GuFD74YIk/92185f60ac2e1891634fab14348b0bbe/21_Report_-_LendingClub_IV_V7_mpc.pdf

If you want

to lower my
blood pressure,

help me pay my
electricity bill.’

SOURCE: https://assetfunders.org/the-issue/health/; Jason Q. Purnell | Brown School of Social Work, Washington University in St. Louis



https://assetfunders.org/the-issue/health/



https://lifekidsandaglassofred.com/2016/01/12/hell-hath-no-fury-like-my-pissed-off-toddler/




My journey with the Foundation

LAID THE - FinHealth Fund created.
GROUNDWORK - Built FinHealth Hub,

- FWBFA incorporated identified data metrics, and
into Foundation’s began building the culture

strategy. of readiness
- Started CU Released Quick Start

) Guide.
FinHealth™ - Continued seeking of
conference “more players on the field”.

CATALYZED FOCUS
TRUST BUT VERIFY Grantmaking to spur CU

- 50% can’t come up with focus on impact measures
$400. Does that include Spearheaded multiple
CU members/employees? convenings to coalesce

- YES: Research with SR SR
httos://finhealthnetwork .o FWBFA website with tools &
ALpS.//HANEANNETWOTK.0 resources

ra/ Side Effects ™ Project


https://finhealthnetwork.org/
https://finhealthnetwork.org/
https://www.ncuf.coop/events-engagements/cufinhealth-conference/
https://www.ncuf.coop/events-engagements/cufinhealth-conference/
https://www.ncuf.coop/financial-well-being-for-all/side-effects/
https://www.ncuf.coop/financial-well-being-for-all/finhealth-fund/
https://www.ncuf.coop/finhealth-hub/
https://www.ncuf.coop/files/Financial-Well-being_Quickstart-Guide.pdf
https://www.ncuf.coop/files/Financial-Well-being_Quickstart-Guide.pdf

Financial Well Being for All:
Quick Start Guide

A cooperative effort by the Foundation and Filene
Research Institute to gather resources and offer practical
tips on how credit unions can garner the full benefit of
Incorporating a Financial Well-Being For All focus in
their work.

The guide lays out four steps to put Financial Well-
Being for All into practice - Commit, Assess/Learn,
Plan, Act — with best practice and demonstrated results.

Find It here: https://www.ncuf.coop/resource/financial-
well-being-quick-start-quide/



https://www.ncuf.coop/resource/financial-well-being-quick-start-guide/
https://www.ncuf.coop/resource/financial-well-being-quick-start-guide/

Right here, right now

It’s all connected.

The Foundation’s Side Effects
project builds on our 2018
work that offered a model for
credit unions and health care
system to work together to
address members’ physical,
mental AND financial health
and well-being.

Side Effects is a deeper dive to
help credit unions understand
this link between health and
wealth, with a medical issue
that ALL of us have
experienced in one form or
another — cancer.



https://www.ncuf.coop/financial-well-being-for-all/side-effects/
https://www.ncuf.coop/files/HealthAndFinWellBeing-1.pdf
https://www.ncuf.coop/files/HealthAndFinWellBeing-1.pdf
https://www.youtube.com/watch?v=U8sY4wEv02I

12 CFR §701.4 General authorities and duties of Federal credit union directors.

(@) General direction and control of a Federal credit union. The board of directors
Is responsible for the general direction and control of the affairs of each
Federal credit union. While a Federal credit union board of directors may
delegate the execution of operational functions to Federal credit union
personnel, the ultimate responsibility of each Federal credit union's board
of directors for that Federal credit union’s direction and control is non-
delegable.

Duties of Federal credit union directors. Each Federal credit union director has
the duty to:

(b)

1)

(2)
©)

(4)

Carry out his or her duties as a director in good faith, in a manner such
director reasonably believes to be in the best interests of the
membership of the Federal credit union as a whole, and with the care,
including reasonable inquiry, as an ordinarily prudent person in a like
position would use under similar circumstances;

Administer the affairs of the Federal credit union fairly and impartially
and without discrimination in favor of or against any particular member;
At the time of election or appointment, or within a reasonable time
thereafter, not to exceed six months, have at least a working familiarity
with basic finance and accounting practices, including the ability to read
and understand the Federal credit union's balance sheet and income
statement and to ask, as appropriate, substantive questions of
management and the internal and external auditors; and

Direct management's operations of the Federal credit union in conformity
with the requirements set forth in the Federal Credit Union Act, this
chapter, other applicable law, and sound business practices.

A big
responsibility

Both federal regulation and state
law impose significant
responsibility on CU boards of
directors.



What really matters to foster growth &
sustainability

0y ©f consumers expect their PFI to
80 A) help them improve their financial
health

1 4(y of consumers strongly agree that their
O PFI does this

Consumers who feel their PFI supports their financial
health are:

3X more likely to recommend their PFI

2X more likely to continue their relationship over
the next five years

5X more likely to purchase additional products
Source: : Financial Health Network



https://finhealthnetwork.org/research/building-valuable-customer-relationships-through-financial-health/

“Take My Hand” mural by Michael Rosato, Harriet Tubman Museum, Cambridge, MD



“Be ashamed to die until you have
won a victory for humanity.”
- Louise Herring



Resoutrces

www.ncuf.coop

FinHealth Hub

Foundation-Filene Financial Well-being Quick Start Guide

Philanthropy Toolkit

Side Effects™ Project

Exploring Our Values™ online course

36


http://www.ncuf.coop/
https://www.ncuf.coop/finhealth-hub/
https://www.ncuf.coop/resource/financial-well-being-quick-start-guide/
https://www.ncuf.coop/files/NCUF-Philanthropy-Toolkit.pdf
https://www.ncuf.coop/financial-well-being-for-all/side-effects/
https://www.ncuf.coop/exploring-our-values-2/
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