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The phone rings: It’s your sis-
ter, who tells you: “Mom is 
in the hospital. I don’t know 

a lot yet, but the doctor says it’s her 
gall bladder. He says it’s serious.”

Imagine trying to get back to work 
after receiving a disturbing message like 
that, and how that would conflict with 
your urge to leave workplace duties to 
be with your mom in the hospital.

This example only scratches 
the surface of the issues faced by 
employee caregivers: those of us who 
are trying to juggle the many demands 
of working full time, and then “over-
time” to care for elderly parents.

As the populations in the United 
States and many other countries age, 
EAPs are in a perfect position to help 
struggling employees. However, as 
Barry Epstein explains in this issue’s 
cover story, the problem is best 
addressed in a proactive rather than 
reactive manner. Barry states, “The 
challenges of aging parents are inviting 
early EAP interventions.” The question 
is, how will we as EAPs respond?

Elder care isn’t the only opportu-
nity for EAPs presented in this issue 
of the JEA. Military sexual trauma, or 
MST, is another problem that is reach-
ing epidemic-like proportions and 
affecting the workplace. As Patricia 
Herlihy and Ann Burgess explain, 
“Since many veterans will probably 
not disclose an MST incident, symp-
toms may only arise in the guise of 
other behavioral issues” – problematic 
drinking being among them.

Pat and Ann add that it’s vital for 
EA professionals to educate them-
selves not only about the symptoms of 
MST, but also the ripple effects that 
may take place in the workplace.

The Journal has several other 
important articles well worth reading. 
In today’s ever-shrinking world, people 
around the globe have the potential to 
benefit from our services, but are we 
as a profession taking full advantage of 
these opportunities? A panel of interna-
tional EA professionals examine EAP 
needs and trends in Western Europe 
and Mexico, among others.

Daniel Hughes follows up on 
the topic of “Training the Next 
Generation” first presented in the 4th 
quarter 2011 Journal. A glance at 
Dan’s data reveals that training oppor-
tunities for aspiring EA practitioners 
continue to be limited – a picture that 
“has not changed significantly since 
the initial 2011 survey.” Dan does point 
out that some progress is being made…
and he goes on to offer recommenda-
tions for improving them further.

Speaking of improvements, most 
of us use surveys to solicit feedback 
from our corporate clients, and yet 
response rates are typically low. 
Dave Sharar and James Harting 
offer suggestions for enhancing 
them in a fundamental and yet 
neglected EAP topic.

In an article on effective leader-
ship, Harry Hunter encourages EA 
professionals to more proactively 
engage in workplace management 

consultations to assess and improve 
the ways in which leaders work with 
employees.

Finally, Jeff Harris, Marina London 
and Sandra Nye present insightful 
advice in their respective columns. 
Happy reading! v

|By Maria Lund, LEAP, CEAP
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newsbriefs

UK Driving Demand for 
Elder Care as Benefit

By 2017 the number of older 
people needing care in the United 
Kingdom will outstrip the number 
of adult offspring that are able 
to provide it, according to the 
Institute of Public Policy Research 
(IPPR) and Employee Benefits.

The UK’s aging demographic 
means there will be an increasing 
number of users of health and social 
care services, as well as a growing 
“sandwich generation” (aged 30 to 60) 
who need to manage their work-life 
balance better to cope with the care of 
children and of elderly relatives.

The IPPR research points out: 
“By 2032, 1.1 million older people 
in England will need care from their 
families (an increase of 60%), but 
the number of people able to care 
for older parents will have increased 
by only 20%, creating a shortfall 
in our collective capacity to care 
for older generations.”

Given this widening gap, it 
is not surprising to see a rise in 
demand for elder care-related 
employee benefits. According to 
the Employee Benefits/Towers 
Watson Flexible Benefits Research 
2014, emergency elder care within 
flex plans is set to grow by 142%. 

Although elder care is poten-
tially one of the UK’s fastest-
growing employee benefits, rela-
tively few employers offer it. The 
research showed that just 9% of 
organisations offer elder care as a 
flex option, although 10% plan to 
add it to their plan.

Chris Minett, a director at The 
Positive Aging Company, says: “This 
presents both a challenge and an 
opportunity for employers. A lot of 
organisations do not help or promote 

elder care despite there being a big 
business case for it around improved 
productivity and retention.”

For more information, visit: 
http://www.employeebenefits.
co.uk/benefits/childcare-and-
carers/what-is-driving-demand-
for-eldercare-as-a-workplace-bene-
fit/104663.article.

Bad Workplaces  
Override Wellness

Health and wellness programs 
are virtually meaningless if a 
workplace culture is bad, accord-
ing to Jeffrey Pfeffer, a profes-
sor of organizational behavior at 
Stanford University’s graduate 
school of business. Pfeffer said that 
unhealthy workplaces can cause up 
to 125,000 employee deaths each 
year and add up to $130 billion in 
excess annual company costs.

“Many of the individual behav-
iors you are focusing on in your 
health and wellness programs [such 
as] stop smoking, eat better, exercise 
more, are in fact the consequences 
of the environments in which they 
[employees] are working,” Pfeffer 
says. “If you work people to death, 
of course they are going to smoke 
more, drink more and eat worse.”

When determining well-being 
and longevity of workforces, 
Pfeffer said that most company 
wellness programs – which conven-
tionally promote individual health 
and wellness, biometric screenings 
and smoking and drinking cessa-
tion programs – fall short of really 
instituting change. Indicators such 
as work-family conflict, lack of job 
control, perceived fairness at work, 
as well as layoffs and economic 
insecurity, all play a huge role in 
workforce health, he added.

“If I offer health and wellness 
programs, and diet and exercise 
assistance, but I do not change 
the conditions in which you work, 
I am fighting a losing battle,” 
Pfeffer says.

According to Pfeffer’s research, 
some European countries report, 
on average, 22.4% less in work-
place health care costs than 
American companies. If the U.S. 
were to take up similar European 
approaches to workplace health 
and health care, it would result in 
a $42 billion reduction in health 
care spending, he said.

Social Media Linked  
to Discrimination

The issue of social media has 
become pervasive in today’s 
workplace and, as a result, it is 
having an impact on the enforce-
ment of federal labor laws, a 
panel of experts told the U.S. 
Equal Employment Opportunity 
Commission (EEOC).

Lynne Bernabei, of Bernabei 
& Wachtel PLLC, explained 
how use of personal social 
media accounts could figure 
into situations of workplace 
harassment. Even if employees 
post harassing or derogatory 
information about co-workers 
away from the workplace, for 
example, an employer may be 
liable for a hostile work envi-
ronment if it was aware of the 
postings, or if the harassing 
employee was using employer-
owned devices or accounts.

“The issue is further compli-
cated as more employers use a 
‘Bring Your Own Device’ policy, 

Continued on page 9
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effectivemanagementconsulting

Wearing One Hat Too Many

|By Jeffrey Harris, MFT, CEAP

An EA consultant wears many 
hats, but is it possible that 
our multiple roles within an 

organization may create a conflict 
of interest for a manager who seeks 
consultation? This is the first of sev-
eral columns on the topic of ethics in 
management consultation.

More Consultant and Less 
Management

At one of my former employers, 
I was asked to organize an event 
titled “Take Our Daughters and 
Sons to Work Day” for the regional 
company headquarters. I took on 
the job with vim and vigor, inviting 
key leaders and stakeholders to join 
a workgroup that I led. I created a 
project timeline, assigned action 
items and tasks to the workgroup, 
and went about checking up on 
members regarding task completion 
and deadline slippages. 

It slowly dawned on me that 
some of the managers with whom 
I had previously been serving as a 
thoughtful and non-threatening EAP 
management consultant, were now 
experiencing me as a taskmaster. I 
adjusted on-the-fly to take more of 
a coaching perspective in support 
of their own vision of a successful 
event, and in following years worked 
to develop others to assume the lead 
and become the new taskmaster.

The Problem with Dual 
Relationships

The field of mental health has 
coined the term dual relationship 

to describe ethical problems that 
occur when a therapist enters into 
additional roles with a client that 
are not central to providing therapy. 
Examples of dual relationships 
might include business relation-
ships, financial partnerships, or 
social relationships.

The core problem in a dual rela-
tionship is the likely appearance of 
conflict of interest, non-therapeutic 
power imbalance, or the possibility 
of loss of objectivity and trust.

Avoiding Dual Relationships with 
Managers

Within an EAP, the most likely 
dual relationship may occur when 
the EA professional provides both 
personal and management consult-
ing to the same manager or supervi-
sor. The potential for misunderstand-
ings also may occur when you serve 
as a peer within a business function 
such as a committee, especially if 
either you or the manager assumes a 
leadership role over the other.

To explore the topic further, I inter-
viewed several longtime EAP consul-
tants. Both of them have worn multiple 
hats, as the title of this column suggests.

Greg DeLapp
Greg DeLapp has worked at 

Carpenter Technology Corporation in 
Pennsylvania for 33 years, where he 
currently serves as the Senior Employee 
Relations & Employee Assistance 
Professional. Greg also served as presi-
dent of EAPA from 1998-2000.

Greg stated that he wanted to 
be seen in as many capacities as 
possible, so that the employees are 
disarmed when contacting the EAP. 
He describes Carpenter as having an 
environment that values high touch.

It was clear to me that Greg had 
worked hard to earn the trust and 
respect of the Carpenter employees 
by inserting himself into the fabric 
of the organization: by showing up 
at special occasions, stopping to 
chat on the workroom floor, even 
wearing the same safety shoes as 
the line workers. Certainly he would 
know a lot about the potential for 
dual relationships.

His advice was to learn how to 
finesse, a term he used to describe 
leading a conversation with the 
manager towards appropriate bound-
aries. For instance, when one VP 
started to disclose personal informa-
tion, Greg would ask the manager, 
“Where do you want to go here?” 

He added, “I try to be as abso-
lutely open as possible, including 
informing the manager which hat 
I’m wearing during this contact.” 

Alice Crawford
I also interviewed Alice Crawford 

of Chicago, LCPC, CEAP, who has 
worked for a number of large exter-
nal EAP firms. Alice stated that it 
was important to “first set boundar-
ies within yourself.” 

She spoke of a manager at a 
former employer where she was 
embedded in an on-site office, with 
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whom she had consulted to help him 
better understand the behavior of his 
employee. The manager eventually 
made a mandatory referral of the 
employee to the EAP. 

Sometime later, the manager 
sought out Alice’s consultation for 
marital distress. It was her experi-
ence that the manager would drop in 
to talk about his marriage. This put 
her in the awkward position of not 
being able to immediately cut him 
off. However, she persisted in gently 
steering the manager to an external 
therapist while still providing empa-
thy and support. 

Alice offered us some great 
advice: consult with peers at the 
local EAPA chapter as a sound-
ing board for ethical nuances. She 
had reached out to the NIEAPA 
chapter where she found support, 
ideas and clarity. One peer  

suggested “tap-dance the best you 
can” when holding multiple roles 
with a manager. 

Alice said, “How do I tap-dance? I 
step in and out of roles as needed, but 
I always start conversations with a 
manager by mentioning which hat I’m 
wearing for the current consultation.” 

It is uncanny how similar the 
quotes are provided by Greg and 
Alice, isn’t it? 

Alice went on to discuss the 
options she uses with managers, 
which include limiting personal help 
to short-term work; coordinating the 
seamless transfer of the manager to 
a therapist; or simply keeping the 
new clinical role and referring the 
person to another EA professional 
for management consulting needs.

In summary, the effective EA 
professional sets solid boundaries 

in his/her many roles, in order to 
be perceived uniformly as a helpful 
consultant who is discreet. A tip of 
the hat to those who contributed to 
this column. v

The author invites you to network 
about all topics of effective manage-
ment consulting through his LinkedIn 
profile, at www.LinkedIn.com/in/
JeffHarrisCEAP, and Twitter at www.
twitter.com/JeffHarrisCEAP.

Jeffrey Harris, MFT, CPC, CEAP, has 
provided management consulting to a wide 
variety of organizations throughout his 
19-year career in employee assistance, 
including corporate, government and union 
organizations. The author also has exten-
sive experience as a manager and execu-
tive coach, from which he draws insight 
for his consulting. Jeff currently serves as 
Program Manager of EAP & WorkLife at 
the University of Southern California.

Come to 
their rescue. 
Call on us.

Specialized Mental Health and 
Addiction Care for Police, 
Firefighters, EMTs, Military 
Personnel and Corrections Officers

When you’re called on to assist uniformed professionals 
in crisis, call on the Brattleboro Retreat’s Uniformed 
Service Program. On our private Vermont campus, this 
exclusive, confidential program has helped hundreds of 
brave men and women address drug and alcohol abuse, 
anxiety, PTSD, and depression. We also help our clients:  

• improve their sleep 
• feel better about themselves
• reduce tension, anger, and fatigue
• change unhealthy patterns.

Admissions 24 hours a day. 7 days a week.

Call 1-800-RETREAT
Or learn more at brattlebororetreat.org/USP

BRET7271_EAP_7x4.625_MAR7.indd   1 3/10/14   11:24 AM
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EAP Market Research  
in the 21st Century

|By Marina London, LCSW, CEAP

techtrends

When I was in graduate 
school, doing any kind 
of research was a labor 

intensive, costly endeavor. You 
headed off to the library with a 
baggie full of quarters, or nickels 
(if you were lucky.) Once there, 
you looked through alphabetized 
card catalogs, (endless draw-
ers filled with index cards,) in 
an effort to find the books you 
hoped were available.

Then you meandered through 
stacks of shelves, looking for 
a physical copy of said books. 
Finally, you made your way to 
a photocopy machine and used 
your quarters to make copies of 
the research articles you needed 
in each of the books. This process 
took hours!

Now it is 2014, and anyone 
interested in doing research on an 
employee assistance-related topic 
can do so in a matter of minutes, 24 
hours a day. EAPA has put together 
a unique, comprehensive, annotated 
bibliography of EA research articles 
going back to the year 2000. Each 
listing provides a link to the actual 
article so that you can immediately 
read and print the ones that interest 
you. It is a members-only perk, so 
all you need to do is log in to the 
EAPA website using your last name 
and member ID and go to http://
www.eapassn.org/i4a/pages/index.
cfm?pageid=3345 

Here are some sample entries 
from the bibliography:

Taranowski, C. & 
Mahieu, K. (2013). Trends in 
Employee Assistance Program 
Implementation, Structure, 
and Utilization, 2009 to 
2010. Journal of Workplace 
Behavioral Health 28(3): 172-
191. Retrieved from: http://www.
academia.edu/4239361/Trends_in_
Employee_Assistance_Program_
Implementation_Structure_and_
Utilization_2009_to_2010.

“This data was derived from 
a Request-For-Information (RFI) 
submitted to a sample of 26 
large and medium-size external 
Employee Assistance Program 
(EAP) vendors across the United 
States. EAPs reported an increase 
in covered employees over the 
2009 to 2010 period. EAP orga-
nizations associated with health 
plans and organizations that offer 
EAP and carve out mental health 
programs saw the greatest growth. 
Purchasers were choosing a short-
term counseling model of four 
to six visits. EAPs are relying on 
brief intake assessments for ini-
tial phone triage. Few programs 
were accredited and only a small 
number of intake or affiliate coun-
selors held the Certified Employee 
Assistance Professional credential. 
Vendors reported that average EAP 

utilization was less than 6% with 
great variation between contracts.” 
(Cited from abstract.)

Jacobson, J. M., Jones, A. 
L., & Bowers, N. (2011). Using 
existing employee assistance pro-
gram case files to demonstrate 
outcomes. Journal of Workplace 
Behavioral Health, 26(1), 
44-58. Retrieved from http://
www.informaworld.com/smpp/con
tent~db=all~content=a933222357
~frm=abslink. “This study reports 
findings from an exploratory study 
of Employee Assistance Program 
(EAP) outcomes using existing 
EAP case files from 20 differ-
ent U.S. employers. Research 
questions examined the effects 
of EAP services as measured by 
three commonly used indices: 
the Level of Functioning Scales 
at Home and at Work, and the 
Global Assessment of Functioning. 
Significant changes in scores on 
all three measures were found at 
posttest, suggesting an overall 
positive affect from employee par-
ticipation in EAP services.” (Cited 
from abstract.)

Attridge, M. Vol. 40 no.2 - 
2nd Quarter 2010. EAP Cost-
Benefit Research: 20 Years 
after McDonnell Douglas. 
Journal of Employee Assistance. 
Retrieved from: http://www.
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eapassn.org/i4a/pages/index.
cfm?pageid=3363.“It has been 
two decades since the seminal 
study of the financial costs and 
benefits of the employee assis-
tance program at the McDonnell 
Douglas Corporation (Smith and 
Mahoney 1989, 1990). This study 
is credited with significantly 
advancing the business case for 
the field of employee assistance. 
Although it is considered a clas-
sic research work in the field, the 
study was not published in a sci-
entific journal and therefore did 
not undergo a critical peer review. 
In this article, the author revisits 
the methodology and major find-
ings of the McDonnell Douglas 
study and raises some critical 
questions about it.”

So whether you are doing 
research for your PhD thesis, try-
ing to make the business case for 
an EAP with a prospective client 
company, or needing to stay on 
top of best practices in the field, 
the EAPA annotated bibliography 
of research articles is the resource 
that will allow you to find critically 
important information quickly, 
24/7. No quarters necessary. v

Marina London is Manager of Web 
Services for EAPA and author of iWebU, 
http://iwebu.info, a weekly blog about 
the Internet and social media for mental 
health and EA professionals who are chal-
lenged by new communication technolo-
gies. She previously served as an executive 
for several national EAP and managed 
mental health care firms. She can be 
reached at m.london@eapassn.org.

newsbriefs

in which they require or expect 
employees to use personal lap-
tops, smartphones, or other 
technology while on the job,” 
Bernabei observed.

“The increasing use of social 
media in the 21st century workplace 
presents new opportunities as well 
as questions and concerns,” said 
EEOC Chair Jacqueline A. Berrien. 
“This meeting has helped the 
EEOC understand how social media 
is being used in the employment 
context and what impact it may have 
on the laws we enforce and on our 
mission to stop and remedy discrim-
inatory practices in the workplace.”

More information about the 
EEOC, including a transcript 

of this meeting, can be found at 
www.eeoc.gov.

Court Weighs in on 
Affordable Care Act

Since the Affordable Care Act 
(ACA) became law in the U.S. in 
2010, there have been a variety 
of judicial challenges to it, and it 
appears that the court system isn’t 
finished with the law yet, accord-
ing to HR.BLR.com.

Although healthcare insurance 
reform passed its first big hurdle in 
2012 when the U.S. Supreme Court 
upheld the law’s individual man-
date, the Court took another look 
at the law this year. However, this 

time it reviewed another one of the 
ACA’s controversial mandates — 
the contraceptive mandate.

In Burwell v. Hobby Lobby Stores, 
Inc., the Court held that the ACA’s 
contraceptive mandate violates the 
Religious Freedom Restoration Act 
as it is applied to “closely held cor-
porations.” The Supreme Court deci-
sion only relates to the contraceptive 
mandate and only applies to closely 
held companies whose owners can 
show they have sincere religious 
objections to the mandate.

For information on other court 
cases, check out: http://hr.blr.
com/HR-news/Benefits-Leave/
Healthcare-Insurance/ACA-update-
courts-ruling-healthcare-reform#. v

Continued from page 5
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Breaking the Silence of MST
“Military Sexual Trauma victims more frequently know their  

assailant and  have to live and work with them. This creates a different  
dynamic and one  that is not completely understood by EAPs.”

featurearticle

Many have referred to 
Military Sexual Trauma 
(MST) as the “Silent 

Syndrome” because victims fre-
quently have not reported or dealt 
with it directly. Yet the scars can 
remain for a lifetime, especially if 
MST is never treated openly in a 
supportive environment. This article 
is aimed at raising employee assis-
tance professionals’ awareness about 
MST, its existence in the workplace, 
as well as the EAP’s role in sup-
porting veterans and educating the 
workplace about their needs.

Definition of Military  
Sexual Trauma

Military Sexual Trauma (MST) 
is a term used by the Veterans 
Administration that refers to sexual 
assault or harassment that occurred 
during a veteran’s military service. 
Examples of MST, which is con-
sidered “psychological trauma,” 
include unwanted sexual contact, 
threatening and unwelcome sexual 
advances, and offensive remarks 
about a person’s body or sexual 
activities. Physical force may or 
may not be used (Blum, 2014).

There are some major differences 
between sexual assault in civilian 
life compared to sexual assault in 
the military. MST victims more 
frequently know their assailant and 
have to live and work with them. 

This creates a different dynamic and 
one that is not completely under-
stood by EAPs. This slightly new 
twist on a familiar concern, along 
with a very different culture within 
the military, are issues that EA pro-
fessionals need to understand better 
and educate others to these signifi-
cant differences in both symptom-
atology and treatment.

In addition to the victim in the mil-
itary typically knowing the perpetra-
tor, one group of military victims are 
young, new recruits and, if assaulted 
or harassed, can’t just go AWOL. 
Victims usually have the perception 
that career goals will be jeopardized 
by disclosing MST. In addition there 
is often repeated, continuing exposure 
to the perpetrator, and given military 
hierarchy, the victim may be depen-
dent upon the perpetrator in many 
areas of life (Knoedel, 2009).

Contextual Background
Leading U.S. companies 

launched the 100,000 Jobs 
Mission in March 2011. As the 
name implies, the goal was to 
hire 100,000 transitioning service 
members and military veterans by 
2020. It has been documented that 
most returning veterans (81%) are 
able to make the transition to civil-
ian life without any difficulties.

Following a Gallup 2010 report 
indicating that veterans’ well-being 

in the workplace was lower than that 
of other Americans, the Department 
of Veterans Affairs requested that 
a national survey of at least 100 
employers, consisting of small, 
mid-size, and large businesses, be 
conducted. The study gathered infor-
mation regarding these businesses’ 
“current policies, practices, and pro-
grams regarding veterans, National 
Guard, and Reserve.” The survey 
investigated businesses’ experience 
with hiring and retaining veterans, 
comparisons with prior veteran pop-
ulations, and understanding of men-
tal health and related needs. Link: 
http://www.va.gov/vetsinworkplace/
docs/Veterans_in_Workplace_Final_
Report.pdf).

Some respondents to this study 
(Blatt, 2013) revealed that although 
most veterans transitioned well to 
the workplace, there were some 
incidents of negative workplace 
behaviors and situations, such as 
angry outbursts, difficulties with 
co-workers, interpersonal conflicts, 
and attendance problems. Most 
respondents stated that such behav-
iors occurred occasionally and only 
a few respondents reported it as 
happening often or almost always. 
Yet, interestingly, more than half 
of respondents (57%) of this same 
study did report the perception that 
people who had served in the armed 
forces as being at a higher risk 

| By Patricia A. Herlihy and Ann W. Burgess
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for post-traumatic stress disorder 
(PTSD) than the general population. 

Given these findings, what is 
the role of the EAP in supporting 
soldiers who are either returning 
to the workplace from tours in 
Iraq or Afghanistan or individuals 
entering the civilian workforce for 
the first time after military ser-
vice? In addition, what is the role 
of the EAP in supporting the work-
place culture to effectively inte-
grate returning soldiers/employees 
into the workplace in an effective 
and productive manner?

Another striking finding from 
the Blatt study was that, despite 
the publicity and focus on hiring 
veterans, less than one-third of 
the respondents felt that they ade-
quately met the needs of veterans 
in the workplace. In particular only 
23% of the responding companies 
described their EAPs as specifically 
tailored to assist veteran employees 
with mental health needs. The Blatt 
study itself does not deal with MST 
but others have linked an MST 
experience with a high likelihood 
of PTSD. (Maguen et al, 2012) 

Sexual assault in the military 
is not new. In 1991 the Tailhook 
scandal revealed 83 women and 7 
men who said they were victims of 
sexual assault and harassment at 
a convention in Las Vegas (DoD, 
1992). Fast forward to 2010, when 
Department of Defense (DoD) 
statistics indicated 108,121 vet-
erans who screened positive for 
MST, of which nearly 46% were 
men (SAPRO, 2012). Today, the 
Department of Veterans Affairs 
(2014) reports that 1 in 4 females 
and 1 in 10 males in the military 
report one or more incidents of 

MST. The issue of sexual assault 
in the military has been a growing 
concern, and one that the EA field 
needs to proactively address.

Case Examples of MST
Michael, a Vietnam War veteran, 

was raped in 1974 at the Whiteman 
Air Force Base in Missouri a year 
after his graduation from high 
school. He describes how three 
servicemen waited in the dark 
and struck him from behind as he 
walked past a construction site on 
the base. He was knocked uncon-
scious, beaten and sodomized. 

Afraid that he would be kicked out 
of the military if he reported the inci-
dent to his supervisors, Michael, like 
many victims of MST, suffered in 
silence throughout his 20-year career 
as a communications specialist. He 

states that he “lived with the beast in 
my head for nearly 30 years before 
I actually told my wife and finally 
went for counseling.” Michael had 
two failed marriages and attempted 
suicide several times (Burgess, 2013). 
Michael is a prime example of how 
the experience of Military Sexual 
Trauma leaves lifelong scars.

A more recent rape case 
occurred on the warship USS Vella 
Gulf, which was at sea with a 
crew of 260. The E4 (rank) victim 
testified that her attacker, an E5 
(higher rank) covered a storage 
room with black plastic trash bags 
that he secured with duct tape. He 
encountered her just as she was 
getting off her shift shortly before 
2 a.m. and tricked her with a story 
about a leak. Holding a knife to 
her, he threatened that if she didn’t 
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do what he said, he would chop 
her up and toss her body parts out 
to sea. He forced her down two 
flights of stairs into a storage room 
with an equipment room, where he 
raped and sodomized her. Then he 
used zip ties to shackle her hands 
– all the while telling her that he 
loved her.

She managed to escape after 
promising not to tell anyone, but her 
bunkmate suspected something was 
wrong and clarified the victim’s story 
and transferred her to the medical 
staff. Fortunately the jury believed 
the victim and sentenced the offender 
to life in prison with the possibility of 
parole after 10 years. The victim has 
also suffered PTSD with heightened 
distress to environmental reminders 
of the crime and lives in fear for her 
life if the offender is ever paroled 
(Cahn, 2012).

EAP Role Regarding MST
EAPs need to take an active 

role in dealing with two specific 
issues regarding MST:

1) Education of EAP staff about 
military culture and how victims 
of MST may present themselves in 
the workplace.

2) EA professionals then have 
the responsibility to educate the 
organization and entire corporate  
culture about the needs of these 
individuals.

Supervisors, managers, HR and 
co-workers will continue to require 
education about the particular needs 
of returning military servicemen 
and women and how to best re-
integrate them into their work cul-
ture. Returning soldiers have been 
exposed to extremely stressful and 

frequently traumatic circumstances, 
which may affect their tempera-
ment, confidence, productivity, and 
resiliency. EA professionals are in a 
perfect position to help support the 
entire workforce in supporting vet-
erans’ skill sets and translating them 
to the current work environment.

It is also important to remember 
that employees returning from active 
military duty and experiencing dif-
ficulties from MST or other trauma 
may feel more comfortable seeking 
help from those familiar with mili-
tary experience. Thus, the EAP may 
not be the first place they choose to 
reach out for assistance. It is for this 
reason that EAPs need to be proac-
tive in networking with local veter-
ans’ groups to provide an array of 
services for returning veterans.

In addition, the EAP needs to be 
aware of how MST affects spouses 
and other family members. A cer-
tain amount of creativity may be 
necessary to reach extended family 
members to support their under-
standing and coping measures for 
the changes they observe. Again 
this is where various veteran proj-
ects like Wounded Warrior could be 
extremely helpful to a family. (http://
www.woundedwarriorproject.org/)

Perhaps a larger role for the EAP is 
to establish initiatives within the orga-
nizational culture to educate super-
visors, managers, co-workers and 
others who might not be familiar with 
military norms and practices. Helping 
them understand the process of return-
ing from active duty and attempting 
to re-enter civilian life can facilitate 
effective and important support in the 
workplace (Thomas, 2014).

In regards to MST itself, 
Knoedel (2009) identifies key fac-
tors that EAPs should consider 

while attempting to delineate 
whether a veteran has experienced 
MST. The author describes these 
elements in terms of characteristics 
of the experience, the individual 
and the environment:

Characteristics of the Experience(s) 
• Gender
• Developmental level at time 

of the event
• Prior traumatic experiences
• Single event vs. ongoing set 

of events
• Rape vs. sexual harassment
• Separate perpetrator vs. mul-

tiple perpetrators
 

Characteristics of the Individual 
• Does not question authority  
• Subsumes his/her emotional 

needs to the mission
• Is loyal and focused on teamwork
• Ignores the physical needs/

messages of his/her body
• Is strong and self-sufficient

Characteristics of the Environment 
• Response of others at the time 

of the event
• Need to keep seeing/working 

with perpetrator

It is very important to under-
stand military culture in order to 
correctly identify MST. Knoedel 
(2009) reminds us that the implicit 
message in basic training is that a 
good soldier:

• Does not question authority 
• Subsumes his/her emotional 

needs to the mission
• Is loyal and focused on teamwork
• Ignores the physical needs/

messages of his/her body
• Is strong and self-sufficient
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• Does not divulge negative 
information about peers

• Is “owned” by the military

Since many veterans will probably 
not disclose a MST event, symptoms 
may only surface in the guise of other 
behavioral problems. For example, 
substance use and/or abuse is often 
the “presenting problem”. Knoedel 
(2009) explains that drinking alco-
hol is a “gender-acceptable” and 
military-condoned way to manage/
numb intrusive thoughts, feelings, 
and images of rape. The behavior cre-
ates the appearance of being “just like 
all the other guys”. In fact, drinking 
facilitates aggression, re-enactment 
and re-victimization and may be the 
“identified problem” unless MST is 
identified during the initial screening.

Summary
Military Sexual Trauma is, as 

Secretary of Defense Chuck Hagel 
recently declared, a “clear threat” 
to the lives and well-being of both 
male and female service members 
(Huffington Post, 2014). As veter-
ans returning from war enter the 
workplace, it is EAP’s challenge to 
help both the individuals who expe-
rienced this trauma as well as edu-
cating the corporate culture about 
the needs of these employees.

As mentioned earlier, the num-
bers of MST cases have gradually 
increased since 1991 and according to 
DoD records have increased by 50% 
in the last year alone. It is crucial that 
EA professionals educate themselves 
not only about the symptoms of MST, 
but also the ripple effects that may 
take place in the workplace as a result 
of this experience and how it affects 
co-workers, family members, and 
general workplace functioning. v

Patricia A. Herlihy, Ph.D., RN, is the CEO 
of Rocky Mountain Research. Ann W. 
Burgess, DNSc, FAAN, BC, is a professor 
of psychiatric nursing at the William F. 
Connell School of Nursing, Boston College.
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Recommendations:

1. All EA professionals should 
take a Military 101 course, which 
educates non-military individuals 
about military culture. Here is 
a site that has several helpful 
related courses: www.aheconnect.
com. Scroll down to the “T’s” 
for the course on “Treating the 
Invisible Wounds of War”. 

2. EA professionals should 
understand and evaluate how 
their particular work culture will 
either support returning veterans 
or promote uncomfortable and 
perhaps conflicting cultural values.

3. It is important in an initial 
interview to inquire about 
military service. Paul Maiden 

(2014) suggests asking: Branch 
of Service, whether still in Active 
Duty or Reserve, and what was 
their military Occupational 
Specialty (MOS). 
 
4. EA professionals need to 
recognize that employees 
presenting to the EAP most 
likely will not disclose an MST 
experience, but may present other 
issues related to the experience.

5. More research is needed to 
better understand the challenges 
of returning veterans and their 
successful reintegration into 
civilian life. v

- Patricia Herlihy and Ann Burgess
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What is Effective Leadership?
“Effective leadership occurs when all employees feel that they have equal  
access to information, leadership support, pay increases, opportunities for  

promotion, respect, and clear performance expectations.”

featurearticle

As productive as some 
leaders try to make 
their workplaces, they 

sometimes fail because they 
cannot connect effectively 
with their employees. As a 
result, organizational leaders 
should adopt a more proactive 
approach and embrace the ser-
vices of employee assistance 
(EA) professionals, who can 
help these individuals develop 
workplace relationships that 
improve productivity and facili-
tate the achievement of goals 
and objectives. (In this article, 
“leaders” is used as a broad 
term that refers to managers, 
supervisors, and HR officials 
that EA professionals interact 
with in their work.)

Employees’ Level of Commitment
Employees are assumed to 

have the knowledge, skills, and 
experience necessary to be suc-
cessful in their jobs. But leaders 
should also assess and identify 
their employees’ commitment to 
the organization’s mission, goals, 
and objectives. Myers and Allen 
(Granger, 2009) identified four 
levels of employees’ organiza-
tional commitment: 

 Affective commitment – These 
employees have a positive work 

attitude, outperform peers, and are 
willing to accept additional work 
assignments. This is the highest 
level of commitment.

 Perceived costs – These 
employees feel trapped because 
they either cannot secure other 
employment, need whatever ben-
efits the organization provides, or 
are close to retirement. They make 
up 30% of the workforce.

 Obligated – Employees with 
an obligated level of commitment 
feel compelled to work for their 
current employers because they 
consider it the right thing to do.

 Uncommitted – On the other 
hand, uncommitted employees are 
continually looking elsewhere for 
employment opportunities. They 
comprise 25% of the workforce 
(Granger, 2009).

Leaders
 In the 1990s, the concept of 

emotional intelligence emerged 
as a trait of effective leadership. 
Prior to that time, intelligence, 
self-confidence, determination, 
integrity, and sociability were 
considered the ideal leadership 
traits. However, research has not 
shown how these traits impact 
employees’ job performance. 

Some research has indicated how 
these traits affect employees’ 
job satisfaction, but improved 
job satisfaction does not neces-
sarily improve their job per-
formance (Northouse, 2013). 
Employees’ commitment also 
can be affected by leadership’s 
perceived commitment to them. 
EA professionals should engage 
in workplace management con-
sultations to assess and improve 
the ways in which leaders work 
with employees. 

In-Group versus Out-Group
When interacting with 

employees, leaders must be sen-
sitive to how in-group and out-
group employee placements can 
affect morale. In-groups form 
in the workplace when leaders 
and employees negotiate certain 
activities that extend beyond 
employees’ formal job descrip-
tions. In exchange for these 
additional work duties, leaders 
provide in-group employees 
with more information, concern, 
and influence.

Conversely, employees in out-
groups are often described as not 
aligning with their leader’s per-
sonality traits and goals. They just 
want to do their jobs as defined in 
their official job descriptions and 
then go home. 

| By Harry Hunter, Jr., Ph.D., MBA, LMSW
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Effective Leadership
Effective leadership occurs 

when all employees feel that 
they have equal access to infor-
mation, leadership support, pay 
increases, opportunities for pro-
motion, respect, and clear perfor-
mance expectations (Northouse, 
2013). Transformational 
leadership is one of the most 
effective leadership theories. 
Transformational leaders can 
enhance followers’ motivation 
by engaging employees in:

 Intellectual stimulation (e.g., 
challenging the status quo or 
assumptions);
 Inspirational motivation 

(e.g., voicing a compelling vision 
for the future);
 Idealized influence (e.g., 

demonstrating behaviors that build 
followers’ trust in and identifica-
tion with the leader); and/or
 Individualized consideration 

(e.g., being supportive of follow-
ers’ needs and listening to their 
concerns [Hu, Wang, Liden, & 
Sun, 2011]).

 
Transformational leaders con-

sider all employees as belonging 
to the in-group, and they strive 
to give them the confidence to 
perform beyond their implicit or 
explicit work agreement (Lin, 
Chiaburu, Kirkman, & Xie, 2013). 
Transformational leaders are more 
likely to motivate employees to 
rise above their individual inter-
ests and strive to meet the needs 
and goals of the client, the work 
team, and the organization. They 
do so by presenting employees 
with a clear vision of the organi-
zation’s mission and sharing data 
with them on how their work is 

making a difference with clients 
(Grant, 2012).  

Getting the Ear of Leaders
Suggestions for “getting the ear 

of leaders” include:

 EA professionals should 
partner with leaders to find out 
what management is doing right 
and what they require from their 
employees that they are not cur-
rently receiving.

 Give leaders the opportunity 
to complete an annual satisfac-
tion survey about EAP services. 
Surveys are an excellent tool for 
leaders and employees to deter-
mine whether the EAP is meeting 
expectations. 

 Be open to what leaders may 
not like about the EAP. For exam-
ple, they might not perceive it as 
a confidential service. Such lead-
ers are concerned that EAP coun-
selors share their feedback about 
employees with the employees. 
This breach of trust can impair 
the EAP-leadership relationship 
even further.
} Other leaders might be 

concerned about EAP counsel-
ors’ competencies, especially 
if the EAP has had significant 
staff turnover, and is therefore 
perceived as lacking business 
skills.
} Still other leaders might 

believe that the EAP takes too 
much time and does not guaran-
tee that improvements in produc-
tivity and other positive gains 
will occur. It is important for 
internal and external EAP coun-
selors to make the case to lead-
ership that they can help their 

organizations to be more produc-
tive and safe because employees 
are dealing with less stress and 
are happier in their jobs. 

 Provide lunch-and-learn 
sessions, orientations, and lead-
ership training to develop rap-
port with first-line managers and 
other leaders who were not part 
of negotiating the initial contract 
between the business and EAP. 
It is crucial for EAP counselors 
to convince senior leaders that 
all leadership staff should be 
required to attend an orienta-
tion on the EAP that explains its 
mission, services, and ways in 
which it can be helpful to them. 
Lunch-and-learn sessions and 
training are excellent ways to 
develop a relationship with lead-
ers and make them feel more 
comfortable in soliciting advice 
from the EAP.

 Have a well-developed and 
updated EAP webpage. Work 
with senior leaders to have a 
presence on their corporate web-
page that provides information 
about EAP services for leader-
ship; services for employees; 
hours of operation, contact infor-
mation, location, and mission; 
EAP staffing; confidentiality 
statement; and others.

Summary
EA professionals need to 

remind leaders that success in 
the workplace hinges on man-
agement having a clear vision 
for the future of the organization 
and communicating the vision 
to their employees, as well as 
engaging in leadership behaviors 

Continued on page 28
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Our aging parents face 
enormous challenges 
struggling to navigate 

the complicated health care 
maze. Their adult children, many 
in their prime working years, 
share this struggle regardless of 
whether they are caregivers. The 
stress, distractions and demands 
of helping an aging parent fre-
quently undermine both personal 
health and job performance. Both 
employees and employers are 
important stakeholders in the care 
of our elders.

Early interventions, particularly 
planning services, are preferable to 
“emergencies”, which arise largely 
because families do not adequately 
discuss and plan for issues related 
to aging. As the American popu-
lation ages, employee assistance 
professionals have an opportunity to 
become advocates of proactive plan-
ning as opposed to simply providing 
interventions when needed. In other 
words, the challenges of aging par-
ents are inviting early EAP interven-
tions. More specifically:

 What should be the role of 
EAPs as the need for proactive 
planning increases?
 How can EAPs and their 

employer clients help increase job 
performance and return on invest-
ment while workers struggle in their 
relationships with aging parents?

Unique Aspects of the ‘Age Wave’
Renowned aging theorist, Ken 

Dychtwald, Ph.D., has studied the 
effects of the aging population, the 
“Age Wave”, on not only consum-
ers and markets but also on fami-
lies, elder care, and the health care 
system. Dychtwald’s 2010 study 
for Genworth Financial found the 
“vast majority of families have not 
had a comprehensive discussion 
regarding long term care.” From 
my hands-on experience, I know 
this is still the situation today. His 
study includes findings that EAPs 
should take into account: 

1. Most elders prefer and are 
receiving long-term care at home;

2. The vast majority (80%) of 
home care is by unpaid caregivers;

3. Families significantly under-
estimate the financial and emo-
tional demands of caregiving; and 

4. Even though two-thirds of 
the population will require care-
giving assistance, a minority 
(35%) of those surveyed believed 
they would. 

Adapt or Perish
EAP providers regularly face 

the challenges of employer clients 
torn between their desires to sup-
port staff embroiled in elder care 
issues with their need to protect 
the bottom line. There is a poten-
tial win-win strategy here.

In his book, Marketing to 
Leading-Edge Baby Boomers 
(2003), Brent Green cautions that 
industries that ignore these types 
of seismic demographic shifts and 
their sociological context will suf-
fer lost market opportunities. In 
recent years I have noted that sev-
eral major industry players have 
shifted their focus to begin offering 
different elder care solutions than 
what they provided previously.

For example, Morgan Stanley 
recently announced a strategic 
partnership with a medical case 
management firm due to the fact 
that their brokers do not have the 
expertise to properly handle key 
elder care issues. A number of 
major banks and trust companies 
are now offering “holistic” wealth 
management strategies that include 
elder care service referrals.

In addition, many long-term 
care providers have created call 
centers to respond to families 
struggling with elder care chal-
lenges. The “takeaway” for EAP 
is that if EA professionals do 
not assume a leadership role 
in addressing these challenges, 
another industry will. 

Proactive interventions and 
provider collaboration in senior 
care solutions can offer signifi-
cant cost-saving opportunities for 
families and employers alike. 

coverstory

|By Barry D. Epstein, J.D.

The ‘Age Wave’ is Here
Elder Care is Vital EAP Issue

“As the American population ages, employee assistance professionals have  
an opportunity to become advocates of proactive planning as opposed to simply  

providing interventions when needed.”
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Continued on page 29

However, waiting to discuss care 
options and preferences until a 
parent falls or is diagnosed with 
a terminal disease triggers emer-
gency-based decisions that, over 
time, are less effective and more 
expensive. This is also a result of 
the myth that remaining in one’s 
home is always a senior’s best 
option. This myth fosters “volun-
teer” spousal and/or family care-
giving without adequate, objec-
tive evaluation. My own family 
made this same misstep relative 
to my mother’s disease path as 
she declined due to the ravages of 
Alzheimer’s and Parkinson’s.

A survey of various EAP web-
sites reveals an industry dilemma 
about which specific solutions for 
elder care issues should be offered. 
The minimal end of the spec-
trum, such as a senior resource 
list, is tempting given elder care 
complexities, but it also may 
represent lost opportunities for 
more impactful interventions with 
a better ROI. Resource lists and 
countless Internet sites without 
qualitative assessments often leave 
families intimidated and confused. 
Alternatively, full-service offerings 
raise equally compelling issues for 
companies: 

 What are the provider screen-
ing criteria?
 Who created it and what is 

their level of expertise?
 What are or should be the 

credentials of the “specialists” 
who assist the employee?
 What ethical dilemmas arise 

when the referring EA professional 
faces conflicts between the inter-
ests of the employee, employee’s 
parents, and the employer? 

If an employee is understand-
ably preoccupied with or com-
mitted to the care of an aging and 
ailing parent, a certain degree 
of absenteeism, presenteeism 
(employees distracted at work), 
and leave of absence requests are 
predictable. This can strain per-
formance and a sound employer/
employee relationship. EAPs can 
assume a leadership role by work-
ing side-by-side with managers to 
jointly solve this problem.

Caring for Aging Parents and 
Impact on the Workforce

The 2013 World EAP 
Conference included a presenta-
tion on “Caring for Aging Parents 
and Impact on the Workforce.” 
The co-presenters were Nina 
Cohn, Senior Vice President for 
Sunrise Senior Living, and Sharon 
O’Brien, Senior Vice President for 
Ceridian. Cohn explained that the 
tsunami-like “age wave” that is 
engulfing employers and employ-
ees alike is not just an American 
phenomenon, it also exists in 
Canada and Europe. This is due 
to demographic factors that date 
back to World War II and its cor-
responding impact on subsequent 
birth rates.

However, there appears to be less 
EAP demand for aging-related issues 
outside of these nations, due largely 
to cultural differences. Simply stated, 
these societies have a more firmly 
imbedded extended family support 
system. In addition, EAP is not yet 
a fully developed concept in some 
countries and cultures. 

Despite growing awareness of 
the age wave and its consequences, 
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A Global Look at EAP
“The reach of multinational companies to every corner of the globe has provided the  
opportunity for all countries and cultures to experience the value of these services.”

featurearticle

In recent times, employee 
assistance programs have 
developed into work/life pro-

grams that support employees 
with legal, financial, child care 
and elder care issues, and per-
sonal development. The reach of 
multinational companies to every 
corner of the globe has provided 
the opportunity for all countries 
and cultures to experience the 
value of these services.

The Commoditization Dilemma
However, the EAP industry in 

2014 faces a dilemma like never 
before. While the profession has 
successfully expanded in scope, 
and has raised standards both 
in terms of guidelines and the 
expertise of clinical staff, it is 
confronted with a marketplace 
that often awards EAP con-
tracts to the lowest bidder. In 
other words, what is in reality a 
sophisticated range of services 
provided by skilled professional 
psychologists and social work-
ers is becoming more expensive 
to deliver with rapidly declining 
revenues.

The expectation has become 
“more for less.” Within the EAP 
industry, psychological services 
have become commoditized. The 

more recent advent of brokering 
psychological services has only 
exacerbated the problem. Like any 
commoditized market, the ser-
vice provider has several options, 
which include:

• Lowering the cost of service 
delivery through less-experi-
enced personnel;

• Continuing to lower fees 
to the point where profits 
become marginal at best;

• Acquiring smaller providers 
to grow and better leverage 
administrative, financial and 
IT infrastructure;

• Educate the market on the real 
value of quality psychological 
services; and

• Continue the evolution of EAPs 
to the next stage of an inte-
grated well-being proposition.

Addressing the Problem
While the first four of these 

options may offer some “breath-
ing space” to the commoditiza-
tion dilemma, they will not, by 
themselves, alleviate the issue 
long term. EAPs must reinvent 
themselves as a holistic health and 
wellness provider of integrated 
emotional, physical, spiritual and 
socially linked services.

The profession also needs to 
embrace modern technology and 
provide modes of delivery to meet 
all needs and expectations. In 
doing so EAPs can capitalize on 
historical core (clinical and behav-
ioural risk management) skills 
by maintaining the highest level 
of expertise (and fees) to deliver 
what are becoming increasingly 
complex psychological problems 
in the workplace.

In conjunction with this 
approach, EAP should develop its 
range of other services at various 
price points and delivery modes to 
meet market demands.

- Contribution by  
Ian Shakespeare, 

Senior Vice President, 
Asia Pacific,  

PPC Worldwide.

Legal Impact of EAP Practice 
in Japan

In the Japanese legal envi-
ronment, employers have strict 
responsibility to assure the health 
and safety of their employees. 
On March 24, 2014 the Japanese 
Supreme Court rendered a decision 
in the case of Toshiba v. Shigemitsu 

|By Ian Shakespeare, Kaoru Ichikawa, Dirk Antonissen, 
Amina Ozelsel, Hartmut Wigger and Jenny Espinoza
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in favor of an employee who sued 
his former employer for wrongful 
termination due to mental illness.

Toshiba terminated the employ-
ment of the engineer after she used 
all of her official company medi-
cal leave. However, the employee 
insisted that she suffered from 
depression due to long working 
hours, unreasonable deadlines and 
demands to complete a new product 
in a short time period and with a 
lack of support from her managers. 

She argued that there was no 
legal basis for the termination of her 
employment, and the court ruled in 
her favor. The company insisted that 
the employee should have reported 
to her managers that she was suf-
fering from depression so the cor-
poration could have taken action 
to reduce her workload. However, 
the court held that such information 
is personal in nature and could be 
used against an employee in salary 
appraisals. Therefore, the employer 
should pay attention to employ-
ees’ health even in the absence of 
information from the employee by 
considering long working hours and 
difficult working conditions.

As a result of the court deci-
sion, management consultation and 
referrals will become an even more 
essential part of EAP practice in 
Japan. Employers need careful 
advice from EA professionals on 
how to handle employees with 
mental disorders. If and when an 
employee’s cause of stress could 
be attributed to work, employ-
ers need to take action to rectify 
the situation in a careful manner. 
EA professionals are required to 
carefully handle sensitive employ-
ment information by rigorously 
following release-of-information 
procedures and maintaining neutral 

consultations in terms of employ-
ers and employees.

Self-referral procedures are still 
important. However, EA profes-
sionals in Japan cannot satisfy an 
employer client’s needs unless they 
provide both management referrals 
and management consultation chan-
nels in addition to self-referral.

- Contribution by 
Kaoru Ichikawa,  

Ph.D., CEAP, JEAP 
Peacemind.

EAP Practice in Western Europe
Is the EAP market in Western 

Europe simply immature – or is it 
a different EAP market entirely?

The onset of formal EAPs in 
Western Europe has been compar-
atively late, with local and national 
EAP providers only emerging in 
the past two decades. In fact, with 
the exception of the UK, the term 
“Employee Assistance” is largely 
unknown to the majority of com-
panies in Western Europe.

However, there is more than 
meets the eye. Even when not for-
mally labeled “EAP”, employee 
services have a long tradition 
in Western Europe, possibly 
even pre-dating those in North 
America. For instance, Germany 
had already introduced EA-type 
services during World War I. 
The wealth of employee services 
in present-day Europe was also 
recently highlighted in EUREKA, 
a research project funded by the 
Employee Assistance Research 
Foundation (EARF).

The good news is, with few 
preconceptions of what an EAP 
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is or should be, EAP providers 
in Western Europe have more 
leverage in designing and pricing 
high-quality services tailored to 
the individual needs of the cus-
tomer. Offering unique packages 
instead of commodities, the market 
is less competitive, with Western 
European EAP providers largely 
regarding one another as col-
leagues rather than competitors.

Are these characteristics simply 
symptoms of a (still) immature 
EAP market? Perhaps. However, 
there are several legislative, social 
and cultural differences that dis-
tinguish the Western European 
market and lead to EAPs placing 
a greater emphasis on employee 
well-being rather than on perfor-
mance management. Just to name 
a few:

 Legislation regarding stress 
prevention: Companies in Western 
Europe are required to demonstrate 
a wide range of activities designed 
to promote employee health and 
wellness, as well as to support 
reintegration. Therefore, EAPs in 
Western Europe offer additional 
services designed to reduce stress 
resulting from task-, group- and 
organizational levels, such as 
psycho-social risk analyses. This 
is as opposed to EAPs primarily 
dealing with stress on a complaint 
and intervention level.
 Employer costs associ-

ated with absenteeism: In many 
Western European countries, 
employers are required to pay full 
salaries to employees who are on 
sick leave, ranging from a period 
of 4-6 weeks (e.g. Belgium or a 
Germany) to a full year (e.g., the 
Netherlands). This contributes to 

companies’ desire for services that 
can reduce absenteeism and make 
reintegration more successful.

- Contribution by 
Dirk Antonissen, MA, 

ISW Limits; Amina 
Ozelsel, Ph.D., Hanza 
Resources GmbH; and 
Hartmut Wigger, chief 

operating physician, 
specialist in occu-
pational medicine, 
Hanza Resources.

‘Culture Eats Strategy for 
Breakfast’

Peter Drucker (1909-2005) was a 
polemic figure and author of books 
on management and entrepreneur-
ship. He coined the phrase, “Culture 
eats strategy for breakfast”, which 
means that despite a strong corpo-
rate vision or strategy, success does 
not occur without the support of a 
strong organizational culture.

This remark is valid for the 
employee assistance field because 
likewise we have values, a vision, 
and a common core technology, 
but are we forgetting the role that 
culture plays in the global chal-
lenges we are facing?

In countries such as the United 
States, Canada and Mexico, stud-
ies of companies with an external 
EAP that offer psychological, legal 
and financial assistance, show 
that 60% to 80% of all consulta-
tions fall within the psychological 
realm. However, this usage trend 
is much different in other coun-

tries. In nations such as Argentina, 
more than 50% of consultations 
are related to legal issues, fol-
lowed by psychological, 25% to 
30% of consultations; and finally, 
financial, which have increased 
from only 9% of all consultations 
to 23% in recent years.

This shouldn’t be a surprise 
given the financial pressures that 
workers face today. In this context, 
it may be time to educate our-
selves as EA professionals on the 
value of legal and financial ser-
vices, and the potential they hold 
for expanding EA services. Since 
many of us in EAP are psycholo-
gists, it’s only natural that we link 
ourselves most strongly with psy-
chology. However, could this be 
serving as a bias that is limiting 
the other services that we offer?

But beyond limits lie opportuni-
ties. Our knowledge in these areas 
can be valuable when collaborat-
ing with and training lawyers, 
accountants, and financial advisors 
in EA culture. In other words, we 
can broaden horizons to develop a 
culture of financial wellness in our 
clients’ organizations.

This year, in countries such as 
Mexico, many clients have focused 
on this very trend, as demands for 
the development and training of 
financial health have been added to 
“healthy workplace” initiatives.

A secondary niche also seems 
to be arising: that of the EAP 
as being involved in ongoing 
training. More specifically, this 
involves working in collaboration 
with the Departments of Training 
and Workforce Development. 
Unlike some European countries, 
where the prevention of mental 
disorders is a legal obligation, 
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countries like Mexico have very lax and unspecific 
regulation. And yet far from being an obstacle, this 
may be another opportunity.

For instance, the Federal Work Law states that 
employers must guarantee conditions that ensure employ-
ees’ health. More specifically, Article 153F stresses that 
ongoing training should aim to update and improve the 
knowledge and skills of employees to prevent workplace 
hazards and increase productivity. The question of EAP 
buyers seems to be, “How?” Local EAP providers have 
found that the answer is to make the EAP participants in 
this process, creating a win-win situation.

This may not be the core of our work, but just as 
we use the brief solution-focused model to offer assis-
tance and teach successful methods to clients, we can 
orient them toward other areas that have demonstrated 
results as we encourage clients to try different things 
as the only way to obtain different results.

Mexico seems to be proving that a solution is to enter 
a contract negotiation with a direct offer and/or inclusion 
of training programs on soft skills. For our clients, this is 
understood as a way of deducting taxes, complying with 
the Work Law, and leaving this matter in the hands of 
professionals that understand how soft skills are linked to 
the complex emotional needs of the workforce.

Occasionally, a series of workshops and discussions 
are sold, and then the experience with the supplier 
creates a better scenario in which to sell the EAP. In 
other cases, even when the proposal may not be the 
lowest-priced, EAP proposals that include the training 
component seem to be better looked upon. This may 
follow the “more for less” context mentioned by Ian 
Shakespeare, but at least it offers more room for con-
tent, allowing the lowest offer to rise above.

We need to find solutions to HR managers’ concerns, 
as opposed to giving talks or trainings that have noth-
ing to do with their current realities. In other words, 
EAP needs to use its knowledge to offer consultation 
and help HR managers to make better decisions when it 
comes to selecting effective, ongoing training. In some 
Latin American countries, the argument that a training 
will be chosen based on the needs revealed through 
EAP usage trends, requires convincing. 

Summary
In conclusion, I see the following needs in EAP as 

including:

 To enhance strategic alliances with experts in 
various areas;
 To promote new services, but with the same qual-

ity standards as those to which we are accustomed; and
 To rethink our values and behaviors that contrib-

ute to unique social environments: in other words, cul-
ture. What beliefs do we have about the changes to our 
field? How have we been reacting to these transitions?

We cannot let culture “have us for breakfast.” 
Instead, let’s have discussions on culture at our next 
lunch and professional meetings. v

- Contribution by  
Jenny Espinoza, LCP,  

Program Manager, Mexico,  
EAP LatinA Corp., S.A.
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Training the Next 
Generation: Another Look

 “Access to entry-level EA employment appears restricted.  
This would seem to create a serious problem for the EA field  

as it seeks to replace retiring practitioners.”

featurearticle

In recent years, research indi-
cated that employee assis-
tance (EA) training opportu-

nities for graduate students were 
limited and “the field’s capacity 
to train the next generation of 
practitioners was fragile and at 
risk” (Hughes 2011). Although 
social workers comprise the larg-
est professional group engaged in 
EA practice (Warley and Hughes 
2010; Jacobson et.al. 2013), 
there are only four existing U.S.-
based Occupational Social Work 
(OSW) programs. These pro-
grams have been challenged to 
find appropriate field internships 
for their students.

Alarmingly, entry-level employ-
ment opportunities for recent grads 
have been limited, even though 
workplace-focused graduate pro-
grams have begun to move beyond 
the traditional boundaries of 
employee assistance practice and 
core technology (Kurzman 2013, 
Hughes 2013).

This article will discuss recent 
trends based on follow-up sur-
veys with the four existing OSW 
programs, the International 
Association of Employee 
Assistance Programs in Education 
(IAEAPE) and a series of focus 
groups composed of OSW faculty, 
EA practitioners, recent graduates 
and current graduate students.

The Challenge of Building a 
Career in EA

Like many EA practitioners 
my age, my career path has been 
shaped by personal history, educa-
tional training and random oppor-
tunity. In retrospect, I was fortu-
nate to enter a growing field rich 
with prospect. Today many prac-
titioners enter the field through 
provider networks established by 
large external providers. These 
practitioners are licensed mental 
health professionals, often in pri-
vate practice and are frequently 
referred to as EA affiliates. Market 
consolidation and increased uti-
lization of information technolo-
gies have limited opportunities for 
training and employment.

Problematically, recent gradu-
ates are rarely eligible for existing 
positions due to the lack of profes-
sional experience and licensure. 
This has created a challenge for 
aspiring EA professionals and 
graduate-level training programs, 
even though the EA field is faced 
with the pending retirement of its 
senior practitioners. Consequently, 
the Mount Sinai Health System’s 
EAP and the Silberman School 
of Social Work at Hunter College 
have established the East Harlem 
Partnership for EA Education.

This partnership was devel-
oped to provide increased training 

opportunities for aspiring EA 
professionals, refine the articu-
lation between OSW curricula 
and internships, and to promote 
entry-level employment oppor-
tunities. My co-author, Oscar 
Cragwell, LMSW, is a graduate 
of the program who has suc-
cessfully transitioned to his 
first EA position in a Member’s 
Assistance Program (MAP). 

EA Training Surveys
In 2011, the Employee 

Assistance Professionals 
Association’s Research Panel 
sponsored a survey of the four 
existing Schools of Social Work 
offering OSW concentrations 
(Columbia University, Hunter 
College, University of Maryland 
and USC). The schools were 
asked how many EAP training 
placements were available to 
their students and to identify the 
type of programs (i.e., internal, 
external, etc.). 

Although previous research 
suggested that social workers com-
prise the largest professional group 
in the EA field, the total number 
of OSW programs has been in 
decline (Kurzman 1992, Maiden 
2001, Hughes 2011). The survey 
revealed that available EAP place-
ments for OSW students were 
alarmingly few. Moreover, these 

|By Daniel Hughes, Ph.D., CEAP and 
Oscar Cragwell, LMSW, MBA
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placements were disproportion-
ately located in internal programs 
and in MAPs. 

Additionally, in 2011 IAEAPE 
members were surveyed regard-
ing EA training internships at 
73 member institution). They 
were asked if their EAPs offered 
opportunities for graduate student 
training and to identify the disci-
pline. Approximately 43% of the 
respondents indicated that they 
offered 27 training opportunities to 
students in a variety of disciplines. 
These included social work, coun-
seling psychology, marriage and 
family counseling, addiction medi-
cine and clinical psychology.

In 2014 the authors conducted 
follow-up surveys of the OSW 
programs and the IAEAPE insti-
tutions for comparative purposes. 
We also organized a series of 
focus groups to explore a range 
of issues, including curricula 
content, training placements and 
entry-level employment oppor-
tunities. The focus groups were 
composed of OSW faculty,  
EA practitioners, recent graduates 
and current graduate students. 

The OSW field placement survey 
was focused more broadly to 
include traditional and non-tradi-
tional EA placements.

The 2014 OSW Survey asked 
the four participating social work 
schools to provide the total num-
ber of students enrolled in their 
workplace focused concentrations 
during the 2013-14 academic year. 
Additionally, it requested more 
specifics about the available field 
placements.

Accordingly, five place-
ment categories were developed, 
namely, Internal EAP, MAP, 
External EAP, Hybrid EAP and 
Non-traditional. Non-traditional 
placements were defined as any 
workplace- focused placement 
not connected to an EAP. These 
included substance abuse, well-
ness, work/life, and veterans .

The total number of EAP 
placements increased by 14%. 
However, more than 70% of the 
available training opportunities 
offered during the 2013-2014 
academic year were in non-tradi-
tional placements. (See the OSW 
Survey table.) 

The 2014 IAEAPE Survey 
of Training Activities revealed 
that student internship oppor-
tunities were relatively stable. 
Approximately 35% of the 
respondents (N=15, see the 
Training Survey table) indicated 
that they offered training oppor-
tunities to students in a variety 
of disciplines, including, social 
work, counseling psychology, 
marriage and family counseling, 
nursing and clinical psychology. 
Forty-six percent of the IAEAPE-
sponsored placements were pro-
vided to graduate-level social 
work students.

2014 Survey of OSW Field Placements

Internal EAPs MAPs External Hybrid (mixed 
internal and external)

Non-Traditional 
Placements

Totals

20 (15.1%) 7 (5.3%) 5 (3.8%) 7 (5.3%) 93 (70.5%) N=132 (100%)

2014 IAEAPE Training Survey
Offered training N=15 35.2%

Did not offer training N=27 64.3%
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Discussion
A glance at this data reveals 

that EA training opportuni-
ties continue to be limited and 
disproportionately offered by 
internals, MAPs and nonprofit 
institutions such as universities. 
The picture has not changed sig-
nificantly since the initial 2011 
survey. Graduate programs in 
OSW remain challenged to find 
EA- sponsored internships for 
their students. 

These programs have begun 
to adjust to this reality by find-
ing non-traditional placements 
for their students. These place-
ments include a variety of work/
life, wellness, rehabilitation, 
human resources and corporate 
responsibility programs. Seventy 
percent of all social work stu-
dents enrolled in OSW programs 
were unable to secure EAP 
placements. This would suggest 
that by necessity students inter-
ested in employee assistance are 
being directed away from the 
field toward neighboring areas 
of specialization.

In an effort to understand 
these trends better the authors 
organized a series of focus 
groups to explore the relation-
ship between curricula content, 
field internships and entry-level 
employment.

Participants included faculty 
from two of the existing OSW 
programs, a regional director of a 
large multinational external, two 
internal EAP directors, one MAP 
director, three recent graduates 
and two current graduate students 
placed in EAPs. The participants 
agreed that: 

1. There are too few oppor-
tunities for EA internships. 
Consequently, the OSW programs 

have broadened the scope of their 
placements to reflect current 
trends in the wider field of work-
place services and provide alterna-
tive employment opportunities for 
their graduates. 

2. The majority of large EA 
providers do not train students. 
They require that counseling 
applicants have mental health 
licensure and prior experience 
in the field. This excludes many 
recent grads from entry-level 
employment. 

3. OSW programs provide their 
graduates with sound clinical 
skills. However, the schools are 
less prepared to offer preparation 
for practice in complex organiza-
tional settings. 

4. Field instructors are simi-
larly challenged to provide stu-
dents opportunities to acquire 
sophisticated EA organizational 
skills. Some field instructors are 
experimenting with innovative 
teaching practices to introduce 
this important aspect of EA 
practice.

5. Recent grads and current 
students felt that EA placements 
offered excellent opportunities for 
the acquisition of problem-focused 
counseling skills. However, they 
felt less prepared for long-term 
clinical work and organizational 
consultation. In terms of career 
pathways, these findings suggest 
there is disconnect between gradu-
ation and employment. Access 
to entry-level EA employment 
appears restricted. This would 
seem to create a serious problem 
for the EA field as it seeks to 
replace retiring practitioners.

Summary
Despite the reported limits 

on educational opportunities for 
aspiring EA practitioners some 
progress is being made. The 
East Harlem Partnership for EA 
Education represents an effort to 
build linkages between profes-
sional schools and operational 
EAPs. The program has accepted 
three graduate students into struc-
tured field internships for the 
upcoming academic year (2014-
2015). It will also explore the 
development of innovative educa-
tional technologies. 

Moreover, in 2012, EAPA 
sponsored its first Research 
Summit. In attendance were 
a diverse group of stakehold-
ers including researchers, 
government representatives, 
academics and practitioners. 
Subsequently, those engaged 
in graduate level education 
(faculty and practitioners) 
were identified as critical 
constituents in the develop-
ment of a Practice-based 
Research Network (PBRN). 
Unfortunately, much of the EA 
field is still not engaged in EA 
training and education. Clearly, 
this poses a challenge to the 
field’s future vitality and raises 
issues of succession planning. 

In summary, we would make 
the following suggestions. First, 
EAP providers should provide 
more opportunities for student 
interns. Qualified graduate 
students can make significant 
contributions to their host 
organizations and constitute a 
pre-screened pool of prospec-
tive new employees. Second, 
EAP providers should develop 
links to appropriate university-
based programs to support field 
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internship training and knowl-
edge transfer. 

Third, the field should develop 
a “training and education value 
proposition” that would encour-
age greater involvement. This 
value proposition should be 
based on cost benefit analyses of 
recruitment, staff development 
and retention issues.

Dan Hughes is the Director of 
The Mount Sinai Medical Center’s 
EAP and an Assistant Professor 
of Preventive Medicine. Dan is a 
long-time EAPA member who lives 
and practices in New York City.  
Oscar Cragwell has successfully 
transitioned to his first position in 
employee assistance.
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Improving EAP Surveys
“Survey experts tell us that you should keep the survey as short as possible; five 
to 10 questions and perhaps one comment section is an often-used guideline.”

featurearticle

Most EAP providers offer 
some sort of survey 
to supply feedback to 

their corporate clients. These typi-
cally include surveys pertaining 
to overall “satisfaction”, clinical 
outcomes, workplace outcomes, or 
some combination.

Results are typically indicated by 
“response rates,” which refers to the 
proportion of the number of surveys 
returned out of the total number sent 
out. But response rates are often not 
very high. Why is that? What can 
be done to improve best practices 
for surveying EAP clients? We will 
address these questions in this funda-
mental and yet neglected EAP topic.

Non-response Rates
First, the disheartening news: 

non-response rates are increasing 
in all types of health and human 
service surveys – not just EAPs 
– and even minimal levels of 
response rates that are considered 
adequate (50%) are declining. 
Reasons cited for not responding 
to a survey included:

• Too busy;
• Survey was too long;
• Low interest or the questions 

weren’t relevant; and
• Survey “fatigue”. In other 

words, the individual receives 
too many surveys.

Few EAP providers succeed 
in avoiding this problem and a 
surprising number fail to even dis-
close response rates when report-
ing outcomes or levels of satisfac-
tion. This actually backfires as 
attempts to “hide” this issue from 
clients only weaken credibility and 
value of the EAP.

What Makes for a Good Survey?
The strength of a survey is 

dependent on the full measurement 
of your sample, and low response 
reduces your sample size and 
introduces bias and uncertainty in 
your findings. Conversely, high 
response reduces selection bias 
and enhances credibility.

Low-response bias is intro-
duced when there are likely dif-
ferences between responders and 
non-responders. For instance, the 
10% of EAP users who respond 
to a survey with a high degree 
of satisfaction may not be typi-
cal members of the total group of 
EAP users. We cannot assume that 
the 90% of non-responders in this 
example were as highly satisfied 
as the 10% of responders.

Put another way, the 10% group 
had a special regard for EAP 
services that was atypical of the 
total EAP user population. Low 
response does not always indi-
cate a high degree of bias, but the 

effects of low response need to be 
tested – procedures that most EAP 
providers are not in a position to 
implement.

If you as an EA professional do 
not offer documentation about the 
effectiveness of your EAP, then 
who will? The manner in which 
you implement an EAP survey 
will significantly influence your 
response rate and ultimately the 
credibility of your EAP.

What Do Your Customers Want?
Before starting a survey, the 

EAP needs to know, “what your 
customers want”. Engage inter-
nal or external EAP contacts as 
to what feedback will convince 
them of the effectiveness of, 
or satisfaction with, your EAP. 
Possible options might be: 1) Not 
very interested in a survey, we’re 
already sold on the idea of an 
EAP; 2) Somewhat interested in 
feedback; 3) Very interested, we 
like research; and 4) Very inter-
ested – we want to know what 
employees and family members 
are saying about what you do.

Recognize the Necessary Resources
Surveying EAP clients’ takes 

time to plan, implement and 
review. Finances are needed to take 
into account areas such as man 
hours dedicated to the project,  

|By David Sharar, Ph.D., and 
James Harting, LCSW, CEAP
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folding and stuffing surveys and 
postage (if applicable), online 
methods for sending them electron-
ically (if applicable), entering and 
tabulating responses, generating 
reports, and more.

Form a Project Committee
The next step is to form a com-

mittee that will oversee the survey. 
Assign staff members and respon-
sibilities into “position descrip-
tions” so you can evaluate this 
project periodically. The commit-
tee should have responsibilities to 
decide areas such as:

• Type of surveys – client sat-
isfaction or a standardized 
research tool;

• Regular mail and/or electronic 
mail, and/or phone calls?

• What the report will look like 
and how it will be presented 
to management;

• The start date and survey con-
tents; and

• Setting the parameters of the 
survey (see the next section of 
this article for specifics).

Next, select a staff member to 
chair the committee and oversee the 
project. The committee will need to 
meet at least monthly to review the 
return rate and address any prob-
lems that are affecting it. Problems 
and possible solutions include:

• Too many clients saying NO, 
I do not want to participate. 
Solution: Provide scripts to 
staff to remind employees about 
the importance of the survey.

• Too many emails going to 
spam. Solution: Get on a 
certified whitelist such as 
ReturnPath.com to reduce the 

chances of emails going to a 
spam folder.

• Too many incorrect addresses. 
Solution: Remind staff to be 
careful to obtain correct mail 
and email addresses. 

Defining the Parameters
Defining the parameters of the 

survey makes it clear who the spe-
cific audience is that you are trying 
to reach. Simply stating “your cli-
ents” is not truly reflective of what 
the project might be setting out to 
demonstrate. This process will also 
determine the total number of cli-
ents you intend to survey. Examples 
of parameters you will need to con-
sider might include the following:

• Should you only send the sur-
vey to clients 18 and older?

• Should you include family 
members?

• When should you send the 
survey to clients who said 
“yes” to a follow up? At 
intake (i.e. when the case is 
opened)? At the first session 
with the client?

• Should you re-send surveys 
if the client does not respond 
within a given period of time? 
And if so, what should that 
be? 14 days after no response? 
21 days?

It has been noted by the Center 
for EAP Benchmark Surveys that 
re-sending surveys increases the 
return rate by as much as 5%.

Establishing the Questions
What questions should the sur-

vey contain? If you are using a 
research-based tool, the questions 
are already standardized. Still, you 
may want to review how many 

questions or categories you want. 
Survey experts tell us that you 
should keep the survey as short as 
possible; five to 10 questions and 
perhaps one comment section is an 
often-used guideline.

If you utilize emails with a link 
to an online survey, craft an effec-
tive email subject line and begin 
the message with an engaging 
question. Maintain a personal tone, 
and do not use the word “free,” as 
this word increases the chances of 
it going into a spam folder.

Capture the respondents’ atten-
tion and tell them how much you 
value their opinions. Research 
shows that small incentives such 
as coupons are not as effective as 
letting respondents know that their 
feedback will impact their organi-
zation’s decisions. Offer multiple 
methods to access the survey. Use 
hyperlinks, add the ability to copy 
and paste URLs and include a 
URL with a paper survey.

Setting a Start Date
Now that we’ve finished defin-

ing the process, the next step is to 
set a specific start date to begin. 
Which staff will send the paper 
survey, electronic survey, and/or 
make follow-up phone calls?

The first step with clients to be 
surveyed is to ask permission to 
send the survey. It is vital to stress 
confidentiality. State clearly to 
respondents that your privacy pol-
icy will ensure that their responses 
and comments will not be shared 
with the EAP in a way in which 
they can identify a specific per-
son. Moreover, note that data will 
become part of an aggregate report 
and not tied to a specific individual.

Continued on page 28
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Provide scripts to staff to remind 
employees about the importance 
of the survey. You may wish to 
include a motivational message.

Testing the Survey
Before launching the surveys, 

test and preview all aspects of 
the process. If the survey is going 
out to an internal organization, 
test several “layers” within the 
organization. If your software has 
features related to sending out 
emails and/or creating letters, by 
all means use them.

Next determine the best time 
to send your survey. Large survey 
companies have reported that the 
best time to send an email is typi-
cally on Tuesdays and Wednesdays 
between 2 and 3 p.m. Re-send a fol-
low-up survey to clients who have 
not responded within 2-4 weeks. As 
indicated, re-sending surveys can 
increase the response rate by 5%.

What about having a third party 
send it out? There is a theory that 
contracting with a third party to 
send, receive and report on results 
can increase the honesty of com-
ments, return rate, and perception 
of confidentiality. However, we 
have not found any research that 
documents these claims.

Entering Survey Data
The data received from the sur-

veys will need reliable data entry. 
Pay close attention to the staff 
time required to enter responses 
from paper and electronic surveys. 
Survey Monkey can be a useful 
tool. Be aware of any other factors 
that may increase cost.

We earlier discussed the impor-
tance of forming a survey com-
mittee. This panel will need to 
review the data each month. After 
12-18 months, they will need to 
determine if requesting permission 

from your individual clients needs 
to be stopped and to set a date for 
the end of the survey period and 
the generation of the report.

Summary
To reiterate, it’s vital to point 

out the importance of putting in the 
work involved in a survey upfront. 
If the EAP sending the survey works 
really hard on the front end, it will 
get good locator information later. 

A side benefit to good response 
rates is that it can lead to more follow 
up in other areas of EAP. The method-
ology in this article might seem like a 
lot for a survey, but the benefits your 
EAP will gain will be worth it. v

David A. Sharar is the managing director of 
Chestnut Global Partners (wwwchestnutglobal-
partners.org). James J. Harting is the president 
of Harting Associates, Inc., The Center for EAP 
Benchmark Surveys (www.daybreakeapsoft-
ware.com). For a list of references used in this 
article, contact Dave at dsharar@chestnut.org.
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that make employees feel that 
their interests are being taken 
into account. v

Harry Hunter, Jr. is employed at the 
University of Southern California, School 
of Social Work, Virtual Academic Center, 
in Los Angeles, Calif. He is the Team 
Leader of the Council on Accreditation 
(COA) for EAP. Harry can be reached at 
harryhun@usc.edu.
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coverstory

even innovative companies like Sunrise and Ceridian 
acknowledge there is a long way to go in closing the gap 
between need and EAP utilization. O’Brien acknowl-
edges that “it is the human condition to be reactive and 
wait.” Cohn similarly laments that there is a “dearth 
of elder care option awareness” specifically and even 
“extremely limited awareness of EAP generally.”

I believe the solution is both simple and complex 
at the same time… that is, raise employee awareness 
through EAP-driven initiatives with a corresponding 
“permission” by employers to seek assistance free of 
stigma before workplace performance suffers.

The following are some best practices for EAPs to 
consider implementing: 

 Include parental elder care and planning as an 
employee wellness or work/life balance issue within 
an EAP’s influence. This is an area where employers 
should want high utilization rates.
 Adopt proactive educational programs and 

interventions for employers and employees beyond 
traditional referrals. (Savvy Aging is among the orga-
nizations that employs a facilitation process to identify 
issues and help create an action plan.) 
 Evaluate service offerings with equal attention to 

quality management and return on investment by outside 
program assessment and future specific utilization tracking.
 Include a holistic approach to the aging maze by 

partnering with health insurance carriers, clients and 
providers to increase both program effectiveness and 
ROI. Employee follow-ups to gauge participation and 
their perception of referral value is important.

Summary
Preventative resources are already standard practice in 

many areas, and aging is no different. It’s true that decline 
of a loved one’s health, disease, dementia and family dys-
function are topics we understandably try to avoid.

However, as in most areas of business and life 
itself, I’ve found that reflection, discussion and 
planning eases the journey. To provide greatest 
value to your employer and employee clients I 
urge readers to explore and implement novel ways 
to promote proactive elder care solutions. v

Barry D. Epstein is the President of Savvy Aging (www.savvyag-
ing.com). He is a nationally recognized long-term health care 
attorney, educator and mediator. He has served on Colorado’s 
Assisted Living Advisory Council, the Legal Advisory Committee 

of the Assisted Living Federation of America (ALFA) and as 
President of the Alzheimer’s Association–Rocky Mountain Chapter. 
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Obtaining, Retrieving & 
Protecting Clinical Records

|By Sandra G. Nye, J.D., MSW

legallines

Recent changes have taken 
place in health informa-
tion privacy. Covered enti-

ties include health care providers, 
clinics, hospitals, health insurance 
companies, company health plans 
and government programs that pay 
for health care benefits such as 
Medicare, Medicaid and military 
and veterans’ health care programs.

The Health Insurance 
Portability and Accountability 
Act (HIPAA) sets minimum 
requirements for privacy protec-
tion. One of the most significant 
reforms prevents insurance com-
panies from disclosing a worker’s 
medical history to an employer. 
Employees still fear that they will 
be discriminated against.

Scramble to Comply
As more information is stored elec-

tronically that could potentially get 
into the hands of the wrong people, 
patients’ medical records need to be 
shielded more than ever. Some pro-
viders are now keeping them under 
lock and key at all times, removing 
patients’ names from outer covers and 
putting old records through a shredder 
instead of tossing them in a trash can.

Covered entities are required to 
safely maintain health care records 
and disclose them only to help carry 
out their health care function. The 
Privacy Rule requires that health care 
and business entities disclose patient 

information only for the proper man-
agement and administration of the 
business associate. A business associ-
ate is a person or entity that performs 
functions or activities involving the 
use or disclosure of protected infor-
mation on behalf of, or provides ser-
vices to, a covered entity. However, a 
member of the covered entity’s work-
force is not a covered entity.

Pursuant to the Privacy Rule, 
business associate agreement 
activities or functions that use or 
disclose protected health informa-
tion include payment of health 
care operations such as claims 
processing, data analysis, process-
ing or administration, utilization 
review, quality assurance, billing, 
practice management and pricing. 
Business associate services (45 
CFR 160-103) are legal, actuarial, 
accounting, consulting, data aggre-
gation, management, administra-
tive, accreditation, and financial.

Business associate contracts must 
contain the elements contained at 45 
CFR 164.54(e): safeguards against use 
of disclosure of protected health infor-
mation except as set out by a contract. 
A covered entity aware of a material 
breach or violation of the contract 
must report the problem to the HHS 
Office for Civil Rights (OCR).

Who Owns the Patient Record?
The general rule is that the pro-

vider owns the records – BUT as a 

general rule the patient, an appro-
priate person or agent may obtain 
a copy. Each state has passed leg-
islation with regard to records, and 
no two state laws are the same. 
For the most part, each state gen-
erally controls its own documents.

What happens to patient records if 
the provider closes? If the record has 
been removed to another provider or 
state for storage, that provider or state 
generally has custody of the records. 
It may be that resort to which a court 
will be required to obtain the mate-
rial. Ordinarily, if there is a problem 
between the state and federal courts, 
litigation may be required.

An experienced attorney is very 
important as the bottom line in 
such cases is frequently a court. v

Sandra Nye is the author of the popular 
“Employee Assistance Law Book.” She 
may be reached at sandra@nyelawyer.com.
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