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BENCHMARK/NG

EAPS
by Paul Newman

EASNA Chairman Research Committee

Michael, a CEO of XYZ company, has been
talking to some of his colleagues at the human
resources association about employee assis-
tanceprograms (EAPs) They don't have an EAP
program but will consider implementing one in
the near future. During the discussions, Michael
realized that each colleague had different
reasons for wanting to introduce these
programs. They also had many questions about
how to best gauge an EAP's effectiveness.

Alice, a benefits manager, has been
approached by her company with a request for
information about how to know whether the EAP
program is on the right track and is helping
employees and maintaining productivity.

The above scenarios are very different but
contain one common thread: a need to be able
to benchmark an EAP program. There are a
tremendous number of programs all claiming to

have quality services.Given the constraints in
today's economy iYs important to ensure that
your company isobtaining quality service for the
benefits dollars available. But where to start?

In 1984, a group of Canadian and American
EAP providers became alarmed that there were
no program standards of practice in this
burgeoning new field. They were concerned that
some of these uncontrolled programs could
provide ineffective, even harmful, services to
employees and their companies. They took a
proactive stance and established anon-profit
organization called the Employee Assistance
Society of North America (EASNA).

ACCREDITED PROGRAMS

Alliance Employee Assistance
Program

Cincinnati, Ohio, USA

Ann McKeown &Associates
Toronto, Ontario, Canada

Bank of Montreal
Toronto, Ontario, Canada

Carolinas Health System EAP
Charlotte, North Carolina, USA

Comanchee County Memorial
Hospital

Lawton, Oklahoma, USA

Corporate Health Consultants
Mississauga, Ontario, Canada

EAPIus
Ottawa, Ontario, Canada

Employee &Family Resources
DesMoines, Iowa, USA

Family Guidance International
Thornhill, Ontario, Canada

PRES/DENT'S

UPDATE

As one of my first duties in the new year, let me
catch you up on what has been happening since
the last Source publication:

Note that EASNA has moved to a new location
in Chicago, with full time staff available to
respond to your calls and questions. Taik with
Roxanne Dwyer at Bostrom.

EASNA's Standards Committee has just
completed the triennial update of Standards to
reflect current industry standards of quality
contol. Watch for the computerized version
which will ease the documentation process for
accreditation, and for the updated Self-Study
Guide which incorporates the new Standards.

EASNA Accreditation is the industry standard.
Barbara Marsden is doing a phenomenal job
with Accreditation and informs us that we have
approximately 200 people in the pipeline.
Where else can you find experienced EAP
providers mentoring other employee assistance
programs to become accredited? When you
put up your big banner announcing " XYZ is an
EASNA Accredited organization,"send me your
picture andlor a press release and we will
publish it in the Source.

The process of restructuring the Board is in
process. In keeping with our updating, by-laws
which are more consistent with current practice
will be drafted for Board approval.

EASNA has recently developed a new
membership brochure with three new
categories. Based upon our unique American-
Canadian partnership, the EASNA Board of
Directors decided to invoice memberships at
par. Watch for the new membership directory

Continued on page 2 Continued on page 3 Continued on page 3



Benchmarking EAPs from page 1

EASNA's goal is to provide a leadership role in
the encouragement of quality EAP services. It
has established a professional code of ethics,
training opportunities for EAP providers and a
refereed journal dedicated to the EAP field,
among other accomplishments.

In 1990, EASNA's members combined the best
characteristics of their collective practice and
created a professional standard of practice
entitled, "'EASNA Standards for Accreditation of
Employee Assistance Programs."Since then,
EASNA has been encouraging EAP providers
across North America to apply for the accredi-
tation. Inthis way, both purchasers and users of
EAPs can be assured that EASNA accredited
programs, meeting the most rigorous
professional standards in the EAP industry, will
provide quality services.

Watling through the morass of EAPs can be
difficult at best. For benefit plan managers it is
crucial to be knowledgeable about all benefits
they are considering. There is substantial
research indicating that effective EAPs are:

easily accessible;
easily approachable for employees;
respectful of employee confidentiality;
centered on the employee;
focused on prevention; and
staffed by competent professional staff
(explicitly articulated in the EASNA

standards).

GASNA accreditation wil(provideprogram
elements which should result in:

a higher level of utilization;
increased use and general employee
satisfaction;
quicker resolution of an employee's
personal problems; and
positive industrial indices numbers, such as
reduced absenteeism.

Accrediting the overall program as opposed to
individual counselors, provides more

process is twofold: to set standards of quality
for accredited EAPs, and to provide a structure
through which EAPs can strive for and achieve
the high quality EASNA standards.

The process of accreditation first requires
that the EAP provider obtain a copy of the
Standards to determine how their program
fits in. At this point, some EAP professionals
will decide to wait until they establish certain
aspects of their program more fully.

The organization seeking accreditation is
then expected to go through aself-study
program supplied by EASNA. In this step,
the EAP provider compares its standards to
those established by EASNA.

What aspects of an organization seeking
accreditation are explored? The self-study
program is comprehensive, exploring the EAPs
administration, program design, operations,
confidentiality practices, staffing, staff
supervision, staff development, record
maintenance and quality control. A large part
of the study focuses on the internal consis-
tency of the EAP examining the program's
policy, procedures, and practice

For example, most programs have policies on
the accessibility of the EAP services to
potential users. EASNA will look at how
accessibility is defined at a policy level. Is the
EAP sensitive to time, attitudes, outreach and
cultural issues? How is a procedure
established? Does the EAP provide services
before and after shifts and at various
geographical locations? Practices to enhance
acbessibility for an EAP supplier might include
using clinical professionals with ethnic
backgrounds or language capabilities, similar
to those of the employee population.

Often such programs have policies and
practices that mesh with the standards, but are
not articulated. For others, this self-study
process provides the suppliers of the EAP with
an opportunity to think through its policies and
delivery of service

comprehensive exploration of all factors which
affect the quality of service. Some of the largest EASNA members are aware that those going

the accreditation committee. There is also a
practical detailed manual available which
provides concrete examples of how a model
EAP has met the standards.

Once the EAP has completed the self-study, it
is forwarded to EASNA to be reviewed by the
accreditation committee which then decides if
some additional issues need to be addressed. If
not, the EAP is ready for an on-site visit from
members of the accreditation committee.

The on-site visit team, again selected from a
group of members of the committee, will meet
with members of the EAP as well as other
appropriate members of the host organizations.
Often the issues raised during the visit are those
of clarification. The review typically lasts one to
three days, depending on the size and
complexity of the EAP.

There are three outcomes which can result from
the above process: accreditation, provisional
accreditation, or very infrequently, denial of
accreditation. Provisional accreditation occurs
when the program has substantially met the
standards and where improvements required
can be met within a reasonable time frame.
Many say that while the self-study process is
demanding, it has had a very positive impact of
strengthening their programs

Although EASNA offers program accreditation,
it also addresses standards for counselors
which recognize both functional and academic
counseling credentials. While not included in the
Standards, sometimes EAPs require staff to
have Certified Employee Assistance Pro-
fessional credentials. This credential is
sponsored by the Employee Assistance
Program Association.

Understanding accreditation gives the benefit
plan manager the opportunity to understand
the essential ingredients of state-of-the-art,
peer-reviewed programs. While EASNA can't
help you find the perfect EAP for your
organization, EASNA's accreditation program is
helping to create a benchmark by which to
evaluate the marketplace.

contract EAP providers in Canada have through this process may need additional Paul Newman is a professor at the School of
submitted their programs for scrutiny and are support and, therefore, offer a pool of Mentors Social Work, University of Manitoba and is the
now EASNA accredited. As a result, many to help. Mentors are EASNA members who EASNA Chairman of the Research Committee.
companies with which you, as a benefits may have already experienced the accredita-
professional, may be associated with already tion process and have had supplementary To contact EASNA re Accreditation, call
meet EASNA's criteria. training. The mentor helps the EAP provider go Barbara Marsden, Genesis Health System

through the self-study process, preparing them EAP at (319)421-3660 ore-mail:
The primary purpose of the accreditation for aself-study review by other members of Marsden@genesishealth.com



President's Update from page 1

hi-lighting members and accredited
organizations. You will find affiliates for your
EAP contracts in all parts of the continent, and
corporations can choose EAP providers from the
select list.

Watch for our new gold seals which go to
accredited programs. These will become the
seals of choice on proposals for corporations
seeking new programs.

EASNA Board members provided information at
Canada's recent INPUT Conference. Further
discussion with other EAP bodies such as
EAPA, SHRM, CEAPA and other accrediting
bodies such as CARF continue.

EASNA will be sponsoring the next Institute in
late summer of 1998 in Toronto - probably
August 27, 28 and 29th. This is your opportunity
to catch upon training credits for accreditation,
to grow professionally and to socialize with
wonderful people in a fun city.

invite all of you to become involved at some
level in the decision making process of EASNA,
e.g. volunteering to work with one of our
committees. Talk with me or with one of our
committee chairs. If you know of anyone who is
a candidate for EASNA membership, please let
us know and we will mail an invitation for
membership.

It is a privilege for me to serve as your president
for the next two years - particularly following in
those big foot-steps of Eddie Haaz and Don
Pare. Thank you Eddie and Don for being so
supportive in filling in the missing gaps.!

Marilyn Hayman
President EASNA

,. Marilyn is fhe founder of
EAPLus, an EAP provider
co-existent with a

~'~.. y~ ,~ psychology practice
located in Ottawa,

~,~ ~ ~ ' Ontario, Canada.,.~~

It's tax planning time again. Don't forget the
EASNA Foundation when you allocate your
charity funding. For more information on
how you can support this training initiative
call Don Pare at (514)483-4201.

Programs from page 1

Genesis Health System EAP
Davenport, Iowa, USA

Health Management Partners, Inc.
Metaire, Louisiana, USA

Loma Linda University EAP
Loma Linda, California, USA

Profile EAP
Colorado Springs, Colorado, USA

Rutgers University Personnel
Counseling Service

New Brunswick, New Jersey, USA

Warren Shepell Consultants
Toronto, Ontario, Canada

EASNA PRESS

RELEASE

The Employee Assistance Society of North
American announces the 3-year accreditatio of
the Alliance Employee Assistance Program of
Cincinnati, Ohio EASNA Accreditation is
reserved for those EAPs that demonstrate they
meet or exceed the highest standards for EAP
operations, services and ethics. The
accreditation is accomplished through an
extensive self study over several months and
a rigorous, two-day site visit by nationally
known EAP experts.

The accreditation process looks at all aspects
of the EAP's operation including staff
credentials, quality of programming and
service, quality assurance activities,
operational standards, finance and billing
practices, resources, confidentiality, adherence
to state and guidelines as well as a
demonstration of high professional ethics.

Ms. Dianne Carroll, MSW. LISW, program
manager, was told by EASNA's Chairperson of
Accreditation, Barbara Marsden, that Alliance
is one of a select few to receive full and
unconditional accreditation after their initial
visit. Most programs arc accredited
provisionally for up to one year until deficits are
corrected. Alliance is the only Employee
Assistance Program in Ohio to be accredited
by EASNA.

Oo ~ Oo

Bostrom Attn: Roxanne Dwyer
435 North Michigan Avenue

Suite 1717
Chicago, IL 60611-4067
Phone: (312)644-0828
Fax: (312)644-8557

e-mail: 104703.506@com puserve. com

EXECUTIVE COMMITTEE

MARILYN HAYMAN
President

BARBARA MARSDEN
First Vice-President

TOM REYNOLDS
Second Vice-President

JEFFREY HOERGER
Secretary

DONALD OBERG
Treasurer

EDWARD J. HAAZ
Past President

DIRECTORS

PAULA CAYLEY
Quality Enhancement

DONNA SCOTTEN
Planning/Marketing

CHARLOTTE SANBORN
Administration Chair

LINDA STOER-SCAGGS
Professional Development

PAR.4D/SE ANYONE?

Purchase EAP in Paradise on resort island in
South Carolina. Walk the beach, play world-class
golf and tennis, sail, or enjoy Carolina sunshine.
Full service EAP to <1,000 resort industry
employees, supplemented by LocalAffiliate
Provider agreements. Director may be willing to
continue part-time. Growth potential, Contact
Susan Patton, Director, E.A.P. Inc.,10 Office
Park Road, Carolina Building 110, Hilton Head
Island, SC29928-7535. Phonelfax(803)842-2777
(Information only: Not endorsed by EASNAJ



TORONTO '98
Annua/ /nstitute

Employee Assistance
Society of North America

IYs time to mark your calendars to attend the
EASNA Annual Institute in Toronto, Canada
tentatively August 27, 28, and 29th. An exciting
program is being planned by the Institute
Committee under the leadership of Gwyn Jones.
Watch for news of the program. See you there.
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Visit the Skydome and CN Tower in Toronto

D/D YOU KNOW??
CHC and Green Spring

Announce Strategic Alliance

Canada's leading provider of employee and
family assistance programs and behavioural
health services has agreed to a North American
alliance with Green Spring Health Services, Inc.,
headquartered in Columbia, Maryland. Green
Spring covers more than 20 million people for
EAPIEFAP, mental health and substance abuse
services in the United States. Green Spring is
majority owned by publically-traded Magellan
Health Services, one of the largest and most
comprehensive behavioural health companies in
the US.

for delivery to the North American market and
possibly international marfcets. As part of this
alliance, Green Spring acquired 80% of CHC's
shares. The remaining 20% is held by senior
management, including CEO Jack Santa-
Barbara.

"This relationship will enhance and strengthen
CHC, enabling us to continue to develop our
core EAPIEFAP business wile providing the
additional resources necessary to accelerate
our expansion into a broader range of
behavioural health services," said Santa-
Barbara. "Our customers and their employees
will be able to rely on the same CHC
leadership and staff to
provide the quality services they have come to
expect from us."

Santa-Barbara continued, "This new approach
to behavioural health services provides new
tools and innovative solutions fro us to help
organizations manage their total employee
health resources more effectively and
efficiently. This will help address increasing
workplace stress and the resulting increased
costs and demand for health benefits."

Founded in 1981 by CEO Jack Santa-Barbara,
Ph.D., C.Psych., CHC is a pioneer and leader
in the EAPIEFAP and behavioural health field.
With over 800 employees, CHC has offices in
major centers across the country including
Vancouver, Calgary, Ottawa, Montreal and
Halifax

WE NEED YOl1R HELP

We want to expand our networking capabilities
by establishing an EASNA volunteer who has
access from their web server to a free
homepage. The representative should be
willing to post the occasional notice and
information items from time to time, and would
be a vital conduit of information to EASNA
members about important issues of the day
related to programs, proposal prospects,
research, and the availability of training, etc.
Call Marilyn Hayman at (613)829-2109.

THANKS S/TE

V/S/TOILS

The Executive would like to thank those Site
Visitors who have contributed to the Acreditation
process this year. The Accreditation Committee
is made up of 17 vital, active members without
whom accreditation couldn't happen. We also
have volunteers serving as mentors and site
reviewers who are not official committee
members. If you're interested in becoming a
mentor or site reviewer, contact Barbara
Marsden, at 1-800-475-1641. If enough show
interest, we'll hold a training session at the next
institute. Also, of course, if you're interested in
accreditation for your program, call Barbara.

nrEws aBOUr
MEMBERSH/P

would like to thank you all for your renewal and
also thank the new members who joined this
year. Through your trust and support EASNA
works on your behalf to provide a tool for
continuous improvement. Why do members
choose EASNA? They:

• know they join individuals recognized by the

EAP industry as meeting requirements for
professionalism;

• respect a program that voluntarily opens
itself to scrutiny by the profession and
expends time, energy, and money for the
improvement of its program;

• and feel confident that their organization will
serve them now and well into the future.

For the programs, accreditation:
• provides a cost effective review mechanism

and system for accountability;
• stimulates self-evaluation, tlevelopmentand

self-directed improvement;
• provides a peer review process that offers

an objective perspective; and
• builds credibility and enhances the

program's reputation.

EASNA is recognized by industry as a force for
determining the hallmarks of a quality program by
establishing credibility through defined standards,
implemented by trained individuals in the EAP

EASNA WEB SITE filed who are accountable to the ethics of their

The agreement includes provisions for the Check out this web site run by the profession. Thank you all for your support.
Canadian Council on Substance Abuse.

sharing of expertise between Green Spring ajd Http:llwww,ccsa.ca/wiseeasn.htm
the joint development of products and services Thank you once again for your support of EASNA


