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Improving utilization and program value is what Frontline Employee is all about.
• Ready to Copy or Make Changes!Arrives monthly with each issue
imprinted with your EAP's name and phone number, or other information at no
additional charge (see below.) Or, receive fully editable in Microsoft Publisher
and edit the way you want it. Editor insert your own articles.
You can even rename the publication and place
it on your website.
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• Unlimited ReprOduCtlon! Licensed for unlimited reproduction. Produce
as many copies as you need for distribution throughout your organization or to
corporate EAP customers - no limits!
• An EAP Focus! Peer written and reviewed. Articles encourage self-referral
and tackle common problems you see in the EAP office and on the job.
• Cost Effective! The only newsletter program of its kind. Cost-effective —
one price serves one company or a hundred.
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• Flexibility with Advanced Capabilities! E-mail the
text, create a PDF file, or receive just the text with no graphics.
Produce different named newsletters for EAP customers.(Some
restrictions apply. See subscriber license for details.)
Your imagination is the limit!
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Frontline Employee Topics Include...
✓ Workplace communication and
relationships with coworkers.
✓ Worker productivity tips
✓ Family, home, and community
✓ Personal fitness &emotional wellness
✓ Personal effectiveness and goal
achievement
✓Team building &productivity
✓ Improving relationships with
supervisors
✓ Hot topics on productivity &health
✓ Stress management tips
✓ EAP education for employees
(confidentiality, what EAPs do,
when to use)
✓ Workplace safety, injury prevention, and responding to
injured coworkers
✓ Customer service: attitudes,
difficult customers, and peak
performance
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of familyfriendly' initiatives,

Work-Life: Organizations in Denial

7

by Cynthia A. Thoynpson, Ph.11.
While work-family programs may provide some employees with useful
resources, they do not address the root causes of work-life imbalance and
often are not integrated into employers' strategic goals.

Kidnapping: How Can EAPs Intervene?

designed around the notion that
the best employees can and should
10

by Eduardo Villav~ Concha

put their jobs first. And therein
lies the problem."

By understanding the cultures of societies and workplaces and the differing
perspectives of criminals and their victims, EA professionals can help minimize
the impact of kidnappings on workers, their families, and their employers.

Online Screening for Alcohol Use

organizations today are still

Cynthia Thompson
"Work-Life: Organizations in Denial"

12

by Mc~~c Belanger, M.A.
Online alcohol screening programs address privacy concerns of employees
and thus encourage greater participation, opening the door to further
intervention and treatment and helping reduce healthcare costs.

Can EAPs Help the Working Poor?
15
by Raquel Mc~ricz Wav~ley, M.A.,LMSW anc~ Chav~lotte Elkin, LCSW, CEAP
The prevalence of uninsured and underinsured workers has put EAPsin a
delicate and difficult position that threatens EA professionals' practices and
the very survival of the industry.
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Sundown M Ranch
Established 1968
The oldest residential alcohol and drug addiction treatment center in the state of Washington

Our Motto

Our Costs

Our costs are the most reasonable
in the nation. A 21-day inpatient
ADULT stay is $3,990 or $190
per day. A 28-day inpatient
~~y~pRS OF F~,Att`
ADOLESCENT stay is $6,160
or $220 per day. These prices
~~~
~~~2 include psychiatric and medical
o
~
consultation, family counseling
and family room and board.
Treatment is covered by most
insurances/managed health care.

"THE PATIENT
IS THE REASON
WE ARE HERE"

Our Experience
Sundown M Ranch has been in
operation since March 1968.
Over 75,000 adults and
adolescents afflicted with the
disease of alcoholism and drug
addiction have been led back to
sober, productive lives by our
dedicated, well trained
professional staff.

Simplifying a
complicated world.

WeSpeakLegal
So Erg pv
to ees Don't Have To.
Innovate, Differentiate, Enhance... all from ARAG°
Legal and related services powered by ARAG°allow employees to stand up and protect their
rights and assets. ARAG is an industry leader that has the knowledge to easily implement legal
products into your benefits portfolio so you can:
Increase Employee Productivity

1 Build Loyalty

Strengthen Your EAP

I Enhance Benefits

And if you think ARAG is just a benefits provider think again. Ask how we can help you
generate revenue and differentiate products.

For More Information, Contact ARAG°Today.
400 Locust Street, Suite 480, Des Moines, Iowa 50309
Call Toll-Free 800-888-4184 or Visit us online at www.ARAGgroup.com
Insurance products are underwritten by ARAG`~ Insurance Company of Des Moines, Iowa, GuideOne`~ Mutual Insurance Company of
West Des Moines, Iowa or GuideOne Specialty Mutual Insurance Company of West Des Moines, Iowa. Additional services may be
provided by ARAG LLC, ARAG Services LLC or Advisory Communication Systems Inc. Some products are only available through
membership in The ARAG Association LC.

The Vital Work of Planning
and Training for Disasters
by M~~~ x~~ley,Lin
re your employer and employee clients prepared fora hurricane? How about a fire that
damages part of an office and disrupts
electrical power? An attack on a worker
by a former boyfriend or husband?
Flooding from a leaking roof?
Any or all of these incidents could
happen, and any or all could be a disaster. In large part, the outcome will
depend on whether the employer and
employees are prepared for such events
and able to respond appropriately.
Developing a disaster preparedness
policy with supporting plans and training employers and employees to execute
them are the best ways to protect workers and property. It is the only way to
keep business flowing smoothly if a disaster—any disaster—occurs.(The
Health Insurance Portability and
Accountability Act requires that we have
a plan in place to protect our electronic
data.) In addition, disaster preparedness
planning helps focus attention on the
many business processes that need to be
tightened and/or updated, so in addition
to the benefits of the plan itself, business
systems tend to improve. It would be
hard to put a dollar figure on the value
of doing this well.
All that said, it is incredibly difficult
to find the time and resources for such
comprehensive planning and training.
There are a great many considerations to
take into account. Are communications
systems in place to ensure that workers
can contact each other and their loved
ones during and after a disaster? Are
records and other workplace documents
stored in a secure place, and are they
easily accessible? Are resources available
to assist those who are most vulnerable
to disasters—typically single parents and
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heads of single-earner households?
As you consider these and other
issues, reflect on how best to help your
employer and employee clients prepare
to respond to a disaster. I urge you to
read Bill Badzmierowski's article on the
value of conducting a disaster audit,
Rocky Lopes' comments on the need for
workers to ensure their families are safe,
and Brenda Phillips' thoughts on how
disasters affect some workers differently
than others. As you ponder your professional role during a disaster, review the
article by Dotty Blum,Jodi Jacobson,
and Jan Paul on the EAP Critical
Incident Response Continuum. And if
you find yourself wondering how disaster preparedness can benefit your EAP as
well as your employer and employee
clients, read the piece by Andrew
Armatas on how his EAP firm used disaster preparedness training prior to the
2004 Olympic Games to familiarize
workers in Greece with the concept and
benefits of employee assistance.
These articles, by themselves, would
make for an interesting issue of the
Journal, but I'm proud to say they're in
good company. An article by Raquel
Warley and Charlotte Elkin examines the
impact that EAPs can have on low-wage
workers, while Marc Belanger ofJoin
Together discusses the value of workplace screening programs in addressing
alcohol abuse. Cynthia Thompson
asserts that many employers have not
done a good job of aligning their worklife benefits with their corporate strategies and have failed to examine more
fundamental aspects of worker satisfaction. Finally, Eduardo Villar looks at the
impact of kidnappings on Colombian
society in general and workplaces in particular and discusses how EAPs can

intervene.
While these articles touch on a wide
variety of subject material, they all share
a common thread. As employee assistance practitioners, we can help our
clients in the vital work of planning and
training for disasters and thus ensure our
place at the table as workplace partners
in other matters, such as screening for
alcohol problems, developing effective
work-life programs, and consulting on
productivity issues.
I would also like to welcome the
newest member of the Communications
Advisory Subcommittee,Joan Clark,
who has been in the EAP field since
1984 and is director of Coping EAP in
Myrtle Beach, South Carolina. We look
forward to her contributions.
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Columbia, S.C.
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EARLY MAN DEVELOPED THE WHEEL

Iv~ODERN MAN -THE EXERCISE BIKE

Wellness Benefitsfrom Work~blace Options
Early man wasn't concerned about whether or not his food was heart-healthy. But today, we
are increasingly aware of how much individual choices impact our own wellness.
Research has well established that promoting a healthier workforce reduces absenteeism and
contributes to increased productivity. But that's not the only reason Workplace Options is
the industry leader in developing innovative products and services for its EAP partners. WPO
approaches development with the well-being of the end-user in mind. Here are just some of
the Health &Wellness products and services available through Workplace Options:
• Online Wellness Center—offering personalized meal plans and shopping lists,
a food tracker, goal tracking tools, exercise videos and peer support.
• Wellness Coaching—offering fitness consultation via phone, Internet or on-site.
• A rich library of tips, articles, and screening tools for common health concerns.
• Guides and links to diet, nutrition and healthy living information, including
current research on issues specific to women, men, children and seniors.
CGall 800-699-8011 to learn more about Workplace Options' extensive Health &Wellness offerings.
~~
~

~

workplaceooP_Tio~vos
4020 CAPITAL BLVD., SUITE 100, RALEIGH, NC 27604 ~ (800) 699-8011 ~ WWW.WORKPLACEOPTIONS.CUM

Work-Life: Organizations in Denial
While work-family programs may provide some employees with useful resources,
they do not address the root causes of work-life imbalance and often are not
integrated into employers' strategic goals.

hanges in the demographic
nature of the American workforce over the past few years,
coupled with increasingly demanding
employers trying to compete in a global
economy, have increased the number of
employees struggling to meet both work
and family obligations. Dual-earner couples and single parents, for example,
report significantly higher levels of conflict between their jobs and family lives
than did employees in 1977(Bond et al.
2003). Some of that increased conflict
results from employees working longer
hours: Since the late 1970s, the combined number of weekly work hours of
dual-earner couples with children under
18 at home increased from 81 to 91
(Bond et al. 2003).
Although not everyone who
attempts to juggle multiple work and
non-work roles experiences conflict, a
large number of employees do.
Unfortunately for these employees,
work-family conflict is often associated
with job and life dissatisfaction, depression, anxiety, anger/hostility, hypertension, greater alcohol consumption and
substance abuse, and perceptions of a
lower quality of life. There are also
unhealthy consequences for work organizations, including increased absenteeism, tardiness, and turnover as well
as more widespread interest among
employees in finding new employment
(Eby et al. 2004).
Cynthia Thompson is a
professor in the Zicklin
School of Business
at Baruch College in
New York. She can be
reached bye-mail at
ThompCUNYCalaol.corn.

www.eap-assoclatlon.org
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For these reasons, as well as the
around the prototypical "male breadwindesire to be perceived as "family friendner" model—a man with a wife at home
ly," work organizations increasingly are
to manage the domestic front so that he
implementing policies and programs to
could focus his attention and energy on
provide employees with resources to
his job. But despite the growing popuhelp them manage their lives. These
larity of "family-friendly" initiatives,
resources are of four types:
organizations today are still designed
• Time-based resources help employees
around the notion that the best employmanage time pressures and conflicts
ees can and should put their jobs first.
and include flexible scheduling (e.g.,
And therein lies the problem. Familyflextime,job sharing, and telecomfriendly initiatives, while helpful to
mutin~ and leave policies (e.g.,
many, do not go far enough toward
parental leave, reduced work hours,
helping all employees have a balanced
and a phased return to work).
life. Clearly, organizations are in denial
• Information-based resources are
about what really needs to be done to
designed to provide information to
help workers fulfill their work and famiemployees to help them make better
ly obligations.
decisions about child care, elder care,
BARRIERS TO SUPPORTIVE WORKPLACES
health issues, managing time, etc.
One of the biggest barriers stems from
They include resource and referral
how
organizations define and reward
programs, intranets and/or work/life
For managerial and professional
success.
Web sites, dependent care provider
success is defined not just as
employees,
fairs, support groups, and stress and
of one's job but as movement up
mastery
time management seminars.
the hierarchy toward higher and higher
• Money-based resources provide finanlevels
of management. In addition, succial assistance (e.g., flexible spending
cessful employees are those who show
accounts and adoption assistance) to
primary commitment to work or career,
help employees manage dependentoften by putting up with excessive time
care responsibilities.
demands that presumably reflect the
• Finally, direct service resources (e.g.,
requirements
of the job but often do not
childcare services, after-school pro(Bailyn 1993). For example, some
grams, and so-called concierge servicemployees put in "face time" to demones that deliver and pick up employstrate their commitment, staying late
ees' clothes from dry cleaning estabeven though their work is completed.
lishments, ship packages, and order
These perceived demands and ways
dinners for delivery) are designed to
of
thinking
about success are reinforced
help employees manage the day-toby
work
organizations'
reward systems,
day balancing act between work and
which
sometimes include awards for
family responsibilities.
"dedication." Many employees thus work
These programs and policies are
long hours, place their job before their
certainly a big improvement over the
way businesses operated not so long ago, family, and put in face time to demonstrate their commitment, when these
when organizations were designed
2nd Quarter 2005 •Journal of Employee Assistance •7
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specifically, an organization should consider linking work-life.efforts to strategic
goals of increasing employee commitment and job and career satisfaction and
decreasing employee turnover, absenteeism,job strain, and poor health.
Third, top managers must embrace
a vision for the organization that supports work-life balance, then communicate this vision through the company's
mission statement, Intranet, newsletters,
and e-mail announcements. Furthermore, top and mid-level managers must
model new behaviors or at least be supportive of alternative ways of working.
Management support is crucial for any
MOVING BEYOND WORK-FAMILY PROGRAMS
culture change to take place.
While it is important for organizations to
In addition, because supervisors
continue offering work-life programs-- play a key role in helping employees
they provide many employees with necintegrate work and family (Allen 2001;
essary resources and support for inteThompson et al. 1999), organizations
grating work and life, and they may con- should require training programs that
tribute to employee perceptions that
educate managers and supervisors about
their organization is supportive—deeper
the benefits of supporting employees'
solutions to work-life imbalance must be work-life needs. These programs should
considered. First, organizations must
help managers develop flexibility, new
determine the source, or root cause, of
kinds of coordination, the ability to delework-life imbalance. Is it the rigidity of
gate responsibilities and evaluate perwork schedules or the unpredictability of formance based on deliverables versus
work demands? Is it unreasonable work
face time, and self awareness about how
loads? Do supervisors and managers
they might be contributing to a culture
support the work-life policies offered?
of overwork. Some organizations go
We must go beyond assessments
step further and hold managers accountthat simply ask about family and person- able by rewarding them for being supal needs that might-conflict with work.
portive of their subordinates' efforts to
We need to monitor the psychosocial
combine work and family.
environment to determine which busiAs organizations become larger and
ness units have employees who are
more diversified with respect to their
chronically stressed due to heavy work
markets and products, there is no doubt
demands and little control (Shain 2004). that competitive pressures and customer
We need to analyze job processes, coordemands make it dysfunctional for
dination mechanisms, reward systems,
some business units to offer flexible or
and actual requirements ofjobs. We
reduced work hours. Such claims should
need to ask whether there is another way be evaluated skeptically, however, as they
to accomplish a job or task, whether we
may simply be justifications for manreally need all the travel that we require
agers' inertia or resistance to needed
of our professional employees, and
change. Indeed, given human nature
whether we really need 7;00 a.m. breakit is likely that such claims will be made
fast meetings. We need to consider how
more frequently than not. Hiring an outwe can measure and reward job perside consultant to critically evaluate job
formance without relying on face time.
requirements and work processes may
Second, in creating a truly support- be necessary to ensure objectivity.
ive culture, work-life efforts must be
It is possible, of course, that a busilinked to an organization's overall strate- ness unit's culture of long hours and
gy so that work-life balance is considheavy work loads reflects real.demands
ered essential to business success. More
Finally, when work-life programs
are not considered in concert with the
organization's strategic goals and are
instead offered simply to compete with
other employers, managers and supervisors are less likely to support their
implementation and use. Without top
management support, employees may
encounter resistance from managers to
using work-life benefits as well as face
inadequate technical support, poorly
defined policies and procedures for participating, and motivational systems that
may be inconsistent with the new way of
working (Nord et al. 2002).

a

a

behaviors are not a requirement of the
job itself but a requirement of a demanding culture. Career-oriented employees
who might like to telecommute or work
reduced hours fear they will commit
career suicide by doing so. Thus, in
many organizations, work-life programs
go unused and unappreciated.
Another barrier is that some organizations implement impressive work-life
programs but fail to measure whether
they are having the intended effects) or
are even being used. Because recent
research shows that family-friendly initiatives may not be as important to
employees as the extent to which the
organizational culture supports work-life
balance (Allen 2001; Thompson et al.
1999), organizations must determine
whether the culture supports benefit use.
My research suggests that supportive
work-family cultures are more likely to
make employees feel comfortable about
using family-friendly benefits like flextime, since they are less likely to worry
about negative career consequences. In
addition, employees who work in supportive culture have higher levels of
commitment to their employer, fewer
thoughts about quitting, higher job satisfaction, and less work-family conflict
(Allen 2001; Thompson et al. 1999).
The basic problem with work-life
initiatives is that they do not solve the root
cause of employee worh-life imbalance. To
be sure, employees who have access to
flexible work arrangements experience
less interference between their jobs and
family lives(Bond et al. 2003). But offering flexible work hours does not change
the underlying structure of how work is
organized or executed. Flexible work
hours may help employees manage the
demands of work and family, but they
do not address the total number of
hours required, unpredictability in work
routines, unsupportive managers, lastminute overtime demands, unreasonable
work loads, etc. Work-life programs
make organizations look family-friendly
without requiring them to consider
deeper, more fundamental issues—how
jobs are designed, how work is coordinated, and how organizational rewards
are determined.

www,eap-association,org

effective implementation." Organizational
and constraints that cannot be changed
Dynamics (30): 223-238.
without threatening the survival of the
Rapoport, R., L. Bailyn, J. K. Fletcher, and
business. If so, organizations should
B. H. Pruitt. 2002. Beyond worhfamily
ensure that realistic job previews are
balance: Advancing gender equity and worhoffered to job candidates. In this way,job
place performance. San Francisco: JosseyBass.
candidates can decide whether their perShain,
M. 2004. "Benchmarking the psysonal values and priorities match the
chosocial environment."Journal of
demands of the job.
Employee Assistance 34 (4): 32-33.
In addition, because employees' val- Thompson, C. A.,J. Andreassi, and D.
ues and priorities change as life circumProttas. 2005. "Work-family Culture: Key
to reducing workforce-workplace misstances change, work organizations
match?" In Bianchi, S. M., L. M. Casper,
should also offer flexible career paths to
and R. Berkowitz Kind (eds.),
allow workers to migrate internally
Worhforce/Worhplace Mismatch? Worh,
toward more supportive business units.
Family, Health and Well-Being, 117-132.
Mahwah, N.J,: Lawrence Erlbaum
It is also important that workers who
Publishers.
opt for a more flexible schedule not be
Thompson, C. A., L Beauvais, and K. S.
stigmatized and be able to return to
Lyness. 1999. "When work-family benemore demanding jobs in the future.
fits are not enough: The influence of
In this way, organizations can retain
work-family culture on benefit utilization, organizational attachment, and
employees rather than lose them to
work-family conflict."Journal of
more supportive competitors.
Vocational Behavior (54): 392-415.
At the most fundamental level,
organizations must focus on work culture and work processes, not on projecting an image of being family friendly.
They also must consider the ways•in
which outdated assumptions influence
the total number of hours employees are
expected to work as well as where they
work, when they work, and how they
work (Rapoport et al. 2002). What can't
be denied is that work-family conflict is
a very real problem for many employees
in today's fast-paced, global environment, and work-life programs are only
the beginning of the solution. ■
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Kidnapping: How Can EAPs Intervene?
By understanding the cultures of societies and workplaces and the differing
perspectives of criminals and their victims, EA professionals can minimize the
impact of kidnappings on workers, their families, and their employers.

idnapping is the act of seizing
and depriving someone of
his/her freedom to obtain an
economic or political benefit or the satisfaction of revenge. It is an act that works
to the detriment of the physical and psychological well-being of the individual.
Unfortunately, kidnapping has
become a daily event in Colombia. Over
the last several years, official statistics
show a strong increase in the number of
kidnappings. In 2002 there were 2,992
cases officially reported, and it is estimated that the actual number of cases
was far higher (perhaps more than 50
percent higher).
Kidnapping now affects all socioeconomic levels of the Colombian population. In the beginning, a profile of possible victims could be defined according
to their wealth, property holdings, and
economic comforts, but little by little the
problem has grown and nowadays there
appear to be other grounds for kidnappings. Following are the most usual
types of kidnappings in Colombia:
• Kidnapping for ransom, with the
clear intention of obtaining a benefit
(money, property, etc.);
• Kidnapping as a way to exert political
pressure (for example, the release of
terrorists who are in jail);
• "Express" kidnappings, where money
is demanded in a very short time
(typically forcing the victim to withEduardo l/illar Concha is
director of EAP Latina
Corporation in Colombia.
He is a psychiatrist and
psychotherapist and a
professor of family systems psychotherapy at
Sistemas Humanos in
eogot~, Colombia.
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ROLE OF EA PROFESSIONALS
draw funds from an automated teller
Employee assistance professionals who
machine);
Extended kidnappings, wherein the •provide consultation to work organizakidnapper decides to take all the time tions in Colombia must be very familiar
with the characteristics of kidnappings
necessary to obtain his/her demands
in the country—who carries them out,
and shows no interest in ending the
the reasons they do it, the methods they
kidnapping;
use, and other details that define the
Kidnapping the victim to obtain
profiles of the kidnappers, the victims,
information;
and the crime itself. Understanding the
Kidnapping to "sell" the victim to
different types of kidnapping acts and
another group that is in charge of the
methods of negotiation allows the EA
negotiation (in general, the kidnapprofessional to provide the proper advice
pers are common criminals who do
not have the organization to keep the and devise action and prevention plans
according to each work organization's
victim and have to get nd of him/her
needs.
as soon as possible and obtain an
economic gain);
"Miracle fishing," in which the kidnapping is random and anyone can
be a victim (the kidnappers "study"
Kidnappers often consider
the characteristics of the persons) to
be abducted; this type of kidnapping
themselves honest,
often occurs on roadways and many
buses are stopped); and
responsible people and
Group kidnappings, in which many
people are kidnapped (for instance,
believe that what they are
passengers on a plane, children on a
school bus, worshippers in a religious
doing when abducting a
ceremony, or people attending a

Pa~Y~~
To avoid being kidnapped, some
people pay a "vacunas"(vaccine), a
monthly fee that is a form of "tax" to a
kidnapping organization. Employers
may also pay this fee to prevent their
employees or workplaces from being
used as leverage. Kidnapping is becoming apriority issue for businesses in
Colombia, as it is more and more common for an employee to be abducted
to demand ransom money from the
employer.

person is part of their job.

EA professionals also need to know
the work organization's policies regarding the possible kidnapping of an
employee. For example, if the kidnappers demand a ransom, is the employer
going to pay? If so, under what circumstances? If not, how can the image of
transparency be projected and the fact
that there will be no hidden negotiawww.eap-assoclation.org

tions? Employees, as well as their close
relatives, must know the risks of a possible kidnapping and the policies to be
followed.
It sometimes happens that employdo
ers not see the need to take time to
analyze this problem and discuss ways to
prevent it. Our approach to kidnappings
contains a preventative element as well
as intervention with the victim's family
and co-workers and apost-kidnapping
intervention.
In the prevention stage, information is provided both to employees and
their families on general considerations
about kidnappings as well as how they
should handle the kidnapping of a close
person. For example, resisting is not
helpful as it generates more violence.
Also, avoid lying. Many victims of kidnappings, in their fear and shock, lie to
their kidnappers, who may later compare answers and confirm the lies. Lying
generates rage in kidnappers, who often
consider themselves honest, responsible
people and believe that what they are
doing when abducting a person is part
of their job. This is a good example of
how the meaning of an event varies
according to the person relating the
event. Knowing both versions is of the
essence for the EA professional in order
to be able to warn those who may
become kidnapping victims.
During the intervention stage, the
aim is to provide professional and emotional support to the family. Therefore, it
is necessary to begin by defining the
group of persons with whom the EA
professional is going to work. It often
happens that persons turn up who were
not close to the victim but who want to
provide assistance. The EA professional
must help the family set limits on others.
Likewise, the EA professional must
guide the company (both directors and
co-workers) so they avoid invading the
privacy of the victim's family. The EA
professional should recommend that the
company appoint no more than three
persons to be contacts during the
process and help mediate the familyemployer relationship. During the kidnapping, the EA professional should be
part of the negotiation group or the con-
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tact group,
One thing to always keep in mind is
the difference in each party's "psychological time." Close family members
"freeze" time, and each minute seems
like an eternity to them, whereas kidnappers try to "soften up" the family and
company officials by extending the
amount of time between each contact.
Understanding the differences in the way
each party reacts during a kidnapping
will help the EA professional provide
family members and the" employer with
the appropriate empathy and professional support.
In the post-kidnapping stage, the
EA professional provides assistance to
the released victim and his/her relatives
and co-workers. One of the most critical
times during a kidnapping is when the
victim is released. Initially, there is a lot
of excitement and everyone needs to
talk; afterward, everyone (especially the
victim) must return to normal life and
overcome their particular emotional and
cognitive experiences, from post-trauma

to depression and the sense of loss of
past life. The EA professional can help
by listening and by using a group as
social support. Interviews at this stage
are very frequent and progressively
become less necessary.
COMPLEX HUMAN SITUATION

Kidnapping is one of the most violent
psychological experiences a person may
undergo. The EA professional who intervenes must be professionally and psychologically prepared to be involved
during long periods of time in a highly
complex human situation with a lot of
emotional stress.
There are intervention rules but no
predetermined interventions, since a kidnapping case involves many people in
different groups—families, employers,
law enforcement, and the kidnappers.
All of them undergo a high level of stress
that can lead to diverse human reactions.
To commit to providing professional
assistance during a kidnapping situation
is an act of supreme dignity. ■
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Online Screening for Alcohol Use
Online alcohol screening programs address privacy concerns of employees
and thus encourage greater participation, opening the door to further intervention
and treatment and helping reduce healthcare costs.
by Marc Belanger, M.A.
ccording to the Pew Internet
and American Life Project, 80
percent(93 million) of U.S.
Internet users have searched online for
information about one or more major
health topics. Of those, 8 percent (7.4
million) have searched for information
about problems with drugs or alcohol.
These "health seekers," as they are
called, also want more diagnostic tools,
ways to connect with local resources,
and better privacy protection.'
Providing these tools and resources
online while also guaranteeing privacy
can go a long way toward helping
reduce healthcare expenses. It is estimated that healthcare costs for employees
with alcohol problems are twice as high
as for other employees,z and total productivity losses attributable to alcohol
were estimated at $119 billion for
1995.' According to the 2003 National
Survey on Drug Use and Health, of the
16 million people who self-reported as
heavy drinkers, 79.9 percent (12.4 million) were employed at the time.4
Numerous studies have shown that
these workers have a deleterious effect
on the workplace in the form of reduced
productivity, absenteeism, and turnover,
increased accidents and injuries, and
higher physical and mental health
expenditures.
The programs that are most effective in preventing alcohol abuse are
those that include screening for alcohol

Marc Belanger works for Join Together as the
project manager ofAlcoholScreening.org. He
earned his master's degree in health communications from Emerson College in Boston. He can
be reached at(617)437-1500 or at
Marc@JoinTogether.org.
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problems. Screening, according to the
Department of Veterans' Affairs, is beneficial because "given appropriate support
and assistance, people who are not alcohol dependent may reduce or stop their
consumption."5 This is particularly
important given that 60 percent of alcohol-related absenteeism, tardiness, and
poor work quality is caused by nondependent drinkers, those who drink
lightly to moderatelyb
Screening programs offer employees
a tool to explore their own drinking
behavior and that of their family and
friends, which they might not otherwise
do. Once employees are more self-aware
of their drinking problem, they are better able to make behavioral changes.
ANONYMITY AND CONFIDENTIALITY
Typically, screening programs are conducted in-person and are poorly attended. Their low utilization rates may reflect
fear among workers that employers will
punish those who are found to have a
drinking problem. According to a 2004
poll conducted by Peter D. Hart
Research Associates, 80 percent of the
general public believe that discrimination in the workplace against people in
recovery is a problem in the United
States.' Without anonymity and confidentiality, screening programs will never
be able to grow and succeed.
To maintain anonymity and confidentiality, people are now turning to the
Internet for health information and
resources. The trend toward seeking
health tools and information on the
Internet prompted the creation of
AlcoholScreening.org, afree public Web
site created by Join Together, a project of
the Boston University School of Public

Health. Join Together(wwwJoin
Together.or~ is a leading source of information for professionals working in the
substance abuse field and is funded primarily by the Robert Wood Johnson
Foundation.
AlcoholScreening.org aims to help
users understand how their drinking
may be affecting their health. Since
its launch during National Alcohol
Awareness Month 2001, Alcohol
Screening.org has been visited by almost
600,000 people, who've completed nearly 300,000 screens. Hundreds of Web
sites have linked to it, including the
Montana State University Employee
Wellness Program, the Massachusetts
State Health Department, Delta Airlines,
Employee Resource Systems (Chicago),
the New York State Office of Alcoholism
and Substance Abuse Services, Employee
~ Family Resources (Iowa), WebMD,
and many universities.
AlcoholScreening.org has three sections: Screening, Learn More, and Find
Help. Learn More provides information
about a wide range of alcohol-related
health topics, including alcohol consumption guidelines, how to cut down
on drinking, tips for teens, what to do if
someone you know has a problem, and
so on. The Find Help section contains
links to additional support resources and
a database of 11,000 local treatment programs in the United States. Users can
search the database for treatment
providers in their area simply by providing their ZIP code.
CHANGES IN BEHAVIOR
The screening section of the site consists
of 13 questions that are a modified version of the AUDIT (alcohol use identifi-
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cation test), which was created by the
World Health Organization and is one of
the most widely validated alcohol selfscreening tools. After answering the
questions, the user receives personalized
feedback.
The feedback pages were created
using the brief intervention model as a
foundation. Brief interventions are counseling sessions (typically conducted inperson) that can be as short as five minutes. In face-to-face situations, they have
been shown to be highly effective:
drinkers who receive a brief intervention
are twice as likely to reduce their drinking as others.e Most often, brief interventions incorporate the six elements of
FRAMES: feedback, responsibility,
advice, menu of strategies, empathy, and
self-efficacy.
The feedback pages discuss whether
the visitor's alcohol consumption is likely
to be within safe limits or may be harmful to the person's health, either now or
in the future. It also compares the visitor's alcohol consumption with that of
other people of the same age and gender
to illustrate whether the person drinks
more or less than his/her peers. It refers
likely dependent drinkers to additional
treatment resources, advises risky (nondependent) drinkers to cut back, and
educates all visitors about moderate
drinking guidelines.
The feedback on AlcoholScreening.
org is meant to be supportive but also to
instigate changes in behavior. It does not
label anyone as an alcoholic; instead, is
focuses on the health risks to visitors,
both immediate and over the long term.
A recent study published in
Preventive Medicine looked at the behavior of visitors to AlcoholScreening.org
after receiving their personalized feedback. The results showed that visitors'
actions after receiving feedback were in
line with what one would expect to see
relative to their drinking behavior. For
example, of those immediately "clicking
through" to the Learn More or Find Help
sections after receiving feedback, 21 percent reported possible alcohol abuse or
dependence and 16 percent were hazardous drinkers (binge drinkers), while
only 9 percent were non-hazardous
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Providing a validated
diagnostic tool via the
Internet helps employees
screen themselves
confidentially and
anoroymously, either in
the workplace or from the
privacy of their homes.
drinkers. In addition, of those who continued navigating the site after receiving
feedback, 33 percent who reported possible alcohol abuse or dependence immediately clicked through to Get Help
instead of Learn More, while only 8 percent of binge and non-hazardous
drinkers did the same.
In other words, visitors with greater
drinking severity levels were much more
likely to take the next step toward getting help rather than simply learning
more about the topic. Although no
research on the effectiveness of brief

interventions provided via Web-based
feedback has yet been published, this
study does indicate some level of influence on visitors to AlcoholScreening.org.
ESSENTIAL IN THE WORKPLACE
In addition to the many Web sites linking to AlcoholScreening.org, dozens of
"syndication partner" sites have seamlessly integrated (syndicated) the content
of AlcoholScreening.org into their own
design and structure. The syndication
tool is a free product ofJoin Together
and AlcoholScreening:org that comes
with many benefits. For e~mple, visitors can screen themselves, receive personalized feedback, browse a library of
alcohol and health information, and seek
out support and treatment resources
without ever leaving a syndication partner's site.
Want your EAP's phone number
and office location to be the first listing
in the Find Help section? No problem—
the syndication tool allows for the addition of local resource information into
the Learn More and Find Help sections.
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The syndication tool also captures
anonymous usage data that enable
reports to be generated on the number
of screens completed daily, the percentage of binge drinkers and
dependendnon-dependent drinkers, and
the age and gender of those screened.
For some current syndication partners,
the data have been of considerable help
in measuring campaign effectiveness and
creating a case for additional resources
and/or funding.
These data, combined with the
results from the Pew Internet and
American Life Project, further demonstrate why aWeb-based alcohol screening program is so essential in the workplace. Providing a validated diagnostic
tool via the Internet helps employees
screen themselves confidentially and
anonymously, either in the workplace or
from the privacy of their homes. It also
provides them with easy access to local
resources and additional information on
alcohol and health. Offering such a tool
allows an EAP to reach employees who
otherwise may not participate in screen-
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ing programs and thus to have a positive
3 Harwood, H., D. Fountain, and G.
impact on the workplace.
Livermore. 1998. "The Economic Costs
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such as screening tools significantly
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5 U.S. Department of Veterans Affairs.
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Can EAPs Help the Working Poor?
The prevalence of uninsured and underinsured workers has put EAPs in a
delicate and difficult position that threatens EA professionals' practices and
the very survival of the industry.

he dual client system of
employee assistance is inherently complex. EA practitioners
must be dedicated to both the wellbeing of employees and the goals of
business enterprise. The objectives and
interests of the two clients, however, are
often incompatible and irreconcilable.
Certainly, EAPs are agents of their
corporate clients—senior-level executives approve their services and renew
their contracts. Demands for efficiency,
cost-containment, and surplus gains
should not, however, take precedence
over the interests of other members of
the work organization at all times.
Employees and managers also expect
EAPs to produce certain outcomes, and
their satisfaction and patronage are likely
to have a considerable impact on program survival.
Since every member of the work
organization—workers, managers, executives, and members of the board of
directors—makes evaluations about the
legitimacy of the EAP that affect the program's position within the organizational
hierarchy, EA practitioners must be
faithful in sustaining the balance
between their dual obligations. Because
management's and labor's interests frequently are incongruous, achieving
favorable outcomes simultaneously can
be impracticable: In recent years, however, many EAPs have been unsuccessful
at achieving desired effects for either of
their clients.
One factor hindering EAPs' ability
Raquel Warley is an EA professional in the Mount
Sinai EAP and an adjunct lecturer at Hunter
College's School of Social Work. Charlotte Elkin is
a senior counselor at the Mount Sinai EAP and a
psychotherapist in private practice in New York.
www.sap-association.org
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to improve the quality of life of employees and the productivity and functioning
of work organizations is the widespread
inadequacy of healthcare coverage for
the American workforce, particularly the
working-class poor. The prevalence of
uninsured and underinsured workers in
this country has made EAPs dangerously
insecure. This article examines the state
of health care for the American workforce in relation to EA practice and outlines aplan and strategy for action.
THE CRISIS IN HEALTH CARE
According to Census Bureau (2004)statistics, 45 million people in the United
States have no form of health insurance
coverage. A great many of these uninsured people are lower-income workers
(Strunk and Rechovsky 2002; U.S.
Census Bureau 2004; Anderson and
Keegan 2004) who do not receive
employer-based coverage and are not eligible for government healthcare support.
While many work organizations
provide coverage for their workers, rapidly rising health insurance premiums
have prompted a growing number of
employers to shift more of the costs of
health care to their employees and/or
reduce the scope of healthcare benefits
they offer. These changes have resulted
in decreased access to appropriate
healthcare services for a multitude of
workers. Many wage earners now forego
health insurance because they are unable
to pay their share of the premium, while
others defer needed treatment because
their healthcare benefits are insufficient.
The situation has worsened since
the enactment of the Personal Responsibility and Work Opportunity Reconciliation Act of 1996, also known as the

"welfare to work" law An unintended
consequence of this legislation has been
an increase in the number of lowincome working families without health
insurance coverage (Garrett and Holahan
2000; National Bureau of Economic
Research 2003). Generally, former welfare recipients acquire low-paying jobs
that do not offer health insurance benefits and, in so doing, often lose eligibility
for public health benefits (such as
Medicaid) because their earnings exceed
the federal poverty level.
Access to mental health care is further complicated by the lack of parity
between medical and mental health
insurance coverage. Employer-provided
health plans commonly impose annual
and/or lifetime dollar limits on mental
health and substance abuse benefits that
are less favorable than those offered for
medical benefits under the same plan
(Bazelon Center 2004).
Presumably, the disparity in mental
health spending results from misconceptions about mental and emotional distress and a lack of sympathy for people
with mental health and substance addiction problems. While employers fret
over the possible abuse of mental health
services, Britt(2003) estimates that work
organizations suffer $44 billion in productivity losses each year due to depression alone. Yet the current standard
within the healthcare marketplace is to
stabilize, not cure, mental illness, particularly when it comes to managed care.
Incidentally, managed care has also
played a decisive role in the current
healthcare crisis. Managed care has a
long history in the United States, beginning in the 1800s as pre-paid services
designed to help meet the healthcare
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needs of select groups of people. This
delivery system was expected to increase
access to quality, comprehensive, coordinated health care, but over time managed care became a tool for reducing
labor costs and ensuring surplus gains
for employers and managed care organizations(Cohen 2003), which maintain
the right to select service providers,
monitor service utilization, and influence
clinical and medical decisions pertaining
to levels of care. This arrangement has
the tendency to undermine access to
appropriate healthcare service delivery.
Together, these developments—the
shifting of healthcare costs from employers to employees, the dismantling of the
public insurance,safety net for low-wage
workers, the persistent disparity between
medical and mental health insurance
coverage, and the profit focus of managed care organizations—have created a
crisis for the American workforce, particularly the working-class poor. Besides
raising serious social welfare concerns,
including those related to the structure
and quality of American production, this
crisis also has given rise to dire implications for EAPs and the future of the EAP
industry.
WHAT IS AT STAKE?

EAPs justify their existence by demonstrating their ability to improve the productivity and functioning of the workforce. Assessment and referral are the
core services used to achieve these ends.
These services, however, are only
advantageous when employees can gain
access to appropriate levels of care.
Physical, mental, behavioral, cognitive,
and other health-related problems generally persist or exacerbate in the absence
of sufficient treatment. In such cases,
EAPs do not provide a sufficient return
on investment to corporate clients, help
managers ameliorate performance problems exhibited by troubled employees,
or improve the quality of life of people
who work.
Because it is growing more difficult
link
to
employees to needed resources
and services that will help them attain
normative standards of well-being, EAPs
are losing their ability to produce desired
employee and business outcomes. The
l6•Journal of Employee Assistance • 2ntl Quarter 2005

resultant decline in EAPs' credibility is
reducing their value and creating implications for program utilization, economic security, and professional stability.
Each time EA practitioners are unable to
help troubled employees secure access to
adequate care, managers and employees
grow more dissatisfied with EAP interventions and less likely to utilize program services in the future. As utilization
rates fall, EAPs become less cost-effective
and corporate clients begin to question
their value.
The time has come for our industry
to answer these challenges to our competency and reliability. If our field is to
remain viable, EA professionals must
earnestly plead for adequate healthcare
coverage for workers, particularly the
working-class poor. This is a formidable
task; in a climate of retrenchment, work
organizations tend to become less committed to the human relations side of
their business. Moreover, because EAPs
operate at the behest of their corporate
clients, EA practitioners advocating on
behalf of workers are likely to jeopardize
their standing in the organization.
Notwithstanding these very real challenges, there are workable solutions to
the healthcare crisis that can help us
deliver the desired outcomes for both
our employee and employer clients.
A PLAN AND STRATEGY FOR ACTION

As "front-line" mental and behavioral .
health providers, EA practitioners are
aware of both the needs of people as
employees and the resources available to
meet these needs. By playing a more
active role in resolving khe healthcare crisis for working people, EA practitioners
can also increase the value of EAPs to
work organizations. To these ends, we
propose the following strategies:
Taking collective action and
building coalitions. Lobbying state and'
federal lawmakers is likely to be the
most effective course of action in solving
the healthcare problem. Advocacy can
increase public knowledge of this crisis
and influence policymakers to support
private health insurance reform and
national healthcare benefits for the
working poor.
The leading professional associa-

lions in our industry, LAPA and EASNA
(the Employee Assistance Society of
North America), should work together
with healthcare providers and other
interested organizations and individuals.
As interested citizens and professionals
and socially responsible organizations, it
is our prerogative to uphold this cause
and petition the government for legislative and regulatory remedies. Creating or
joining an advocacy coalition that is
united around the issue of health insurance reform is an effective way to promote affordable health care for the
American workforce.
Assessing employees' needs and
access to resources. EAPs should keep
statistics that track employees' presenting
issues, the corresponding referrals
offered, and whether financial limitations
hindered employees from obtaining
healthcare services. This information
could be used to help employers determine appropriate levels of healthcare
coverage.
Developing linkages. EA practitioners must develop cooperative relationships with providers in the community who can help employees ameliorate
or resolve health-related and behavioral
disabilities. These linkages must be
based not only upon the providers' professional abilities but also their commitment to providing services to the uninsured and underinsured. In the city of
New York, for example, many practitioners in private practice agree to offer psychotherapy at low cost to a percentage of
their caseload. Training institutes and
mental health clinics operating on sliding scales are also affordable options for
employees, many of whom may be able
to use out-of-network coverage to supplement their assigned fee.
Keeping abreast of research studies
taking place at local academic institu-,
lions or hospitals is also important.
Many studies offer free health-related
services if individuals agree to take part
in their treatment protocols.
Expanding the EAP Core
Technology. When referral services have
little practical significance, ongoing mental and behavioral health treatment
should be incorporated into the EAP
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model. EA practitioners have:a professional responsibility to help people in
need, so when appropriaee referral
options do not exist, practitioners themselves should help employees and family
members resolve daily stressors or return
to baseline functioning. Of course, this
requires EAPs to employ individuals
who are well trained in offering specialized and/or long-term treatment.
Conducting research. Research is
key to developing a full understanding
of the extent to which employees are
underinsured and the implications that
this has for the dual client system and
the EAP industry as a whole. EAPs could
generate descriptive information concerning health insurance policies and
utilization, which could bolster their
credibility in the lobbying arena and
help employers better realize the value of
investing in the health and well-being of
their workforce. Moreover, EAPs can use
research to identify the needs of dual
client systems, establish the effectiveness
of EA interventions, and test the feasibility of alternative service delivery pro-
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Auditing Disaster Prevention
An auditing process ~ can help employers use their corporate values to infuse
respect, tolerance, and civility into employees' behaviors and thus prevent
workplace emergencies arisingfrom violence.
by Williczyn F. Bczdzvnierowski, M.Ed.,CSW
isaster preparedness often
focuses our thinking and
planning efforts on catastrophic events that
involve multiple casualties and numerous sites and have a widespread impact.
While it is essential for work organizations to prepare for these large-scale
events, it is equally vital to plan and prepare for other types of disasters that can
have a major impact on the workplace.
In addition to the inherent damage they
cause, these other types of disasters can
contribute to the creation of workplace
environments that make us more susceptible to the large-scale disasters we
fear most.
In exploring the concept of preparedness, it is helpful to consider the
impact of a disaster on a company, its
employees, and its customers. These
impacts can differ dramatically—what
one company might consider a disastrous situation could actually be considered merely a nuisance by another.
Indeed, limiting our focus to the coneept of disaster preparedness may prove
to be more confusing than enlightening.
It may be helpful to broaden the topic
and instead think in terms of emergency
Bill Badzmierowski is
a corporate training
specialist with the
~$
PrepareTraining Program
at the Crisis Prevention
Institute (www.prepare'~r :.
training.tom), which is
dedicated to developing
training and resources for
safely managing disruptive and aggressive
behavior. He is a certified social worker with
e~ensive experience in employee assistance
programs. He can be reached by calling 1-800787-5166 or sending an e-mail to wbadzQ
crisisprevention.com.
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preparedness.
According co the Federal Emergency
Management Agency (2003), an emergen.cy is "any unplanned event that can
cause deaths or significant injuries to
employees, customers, or the public; or
that can shut down your business, disrupt operations, cause physical or environmental damage; or threaten the facility's financial standing or public image."
We can apply this definition to natural
disasters, accidents, emergencies caused
by human error or:omission; and crises
caused by individual actions in the
workplace. Such individual actions can
include ongoing harassment, conflict,
intimidation, incivility, disrespect,
aggression, and even violence.
It is essential that employers plan
and prepare for the kind o£ crises ,caused
by individual actions in the workplace
with the same gravity and determination
given to large-scale disasters. This is
especially true of violent actions. In the
United States, an average of 33,000
workers are,assaulted on the job every
week (National Institute for
Occupational Safety and Health 2004),
and workplace homicides ranked among
the top three work-related fatal events in
the years 1992-2003(Bureau of Labor
Statistics 2004). A 2004 survey by the
American Society of Safety.Engineers.
found that the possibility of workplace
violence is a substantial concern among
respondents, but nearly three-quarters of
them noted that their employers had not
conducted a formal workplace violence
risk assessment (Sullivan 2004).
INFUSING VALUES
Prevention is the best strategy in planning for any emergency. Emergency

operation plans often do not include
preventative action requirements because
prevention isn't a measurable objective
typically found in strategic plans. We
can count the number of incidents,
stress-related sick days, and dollars spent
on recovery efforts; it is more difficult to
count the number of incidents that did
not occur or the number of dollars that
were not spent due to solid prevention
planning efforts.
Planning effective strategies to prevent, prepare for, and address incivility,
aggression, and violence involves much
more than creating a checklist of activities. Ideally, such planning includes
infusing values into a workplace culture
to help develop and maintain a productive, positive environment. Infusing values is not an easy, task—there is no single factor that can be added to a workplace to make it immune to conflict or
crisis. While a company's values, mission, and policies can provide a roadmap
to creating a desired workplace atmosphere, these important elements can be
lost or become, meaningless without a
structural application.
An audit tool that provides baseline
information through an initial assessment and tracks progress over time can
best support,values-based emergency
prevention efforts. Utilizing the categories of respect;service, and safety, an
audit can help companies organize their
policies to promote values and clarify
expectations for all employees.
Promoting a workplace culture that
clearly conveys expectations relating to
respectful.interactions, quality service,
and safety can create a "shield" to prevent emergency situations that arise from
incivility, aggression, and violence.
www.eap-association.org
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"Translating values into behaviors
requires that employers promote respect,
service, and safety at all levels of the
work organization. Over time, employers
will begin to see the results of this
process in their productivity levels and
overall "bottom line." An audit tool can
aid in establishing the baseline information for this effort and provide a gauge
to measure improvements.
In addition to supporting emergency prevention efforts, an audit or
assessment tool should become part of
an established risk management protocol. Acomprehensive workplace assessment ideally involves the following:
• An analysis of risk hazards;
• A review of records and documentation;
• A review of past incidents;
• Asite-specific security analysis; and
• Periodic safety audits.
The last component is critical given
that 95 percent of business executives
report that workplace safety has a positive impact on a company's financial performance. Even more critical, 61 percent
believe their companies receive a return
on investmenC of $3 or more for each $1
they invest in improving workplace safety (Liberty Mutual 2001).
PROFESSIONALISM AND CONFIDENCE

An organization's mission and values
should provide the foundation on which
audits of workplace issues are continually assessed. An audit tool can build on
this foundation and help raise awareness
among employees of issues and concerns
affecting the workplace. It also can be
used to formally assess whether employees have the skills and training to maintain their professionalism when dealing
with difficult customers or co-workers
and the confidence to prevent aggressive
behavior from- escalating and perhaps
leading to violence.
Professionalism and confidence are
important factors in reducing the likelihood that critical incidents involving
incivility, aggression, or violence will
occur: Additional elements include the
ability of management and staff to communicate with co-workers and customers in a courteous and respectful
manner and work together to resolve
www.eap-association.org
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any conflicts that might arise. Helping
employees understand how their behavior can have a positive or negative
impact on someone else's behavior is
another part of the equation.
The information provided through
an audit process will not automatically
transfer to new employees' behavior.
Encouraging employee development
through skills training and competency
assessment is the vehicle that moves the
value system into practical application.
Effective training can shift values within

EAPs should work
with human resources,
rich management, and
corporate safety
professionals to develop
values-based audit
processes
companies and transform an organization's culture, given the proper amount
of support by employees at all levels.
Any employee development in this
area needs to be viewed as an ongoing
process and not a "quick fiY." An audit
tool provides a baseline and also may be
used-for ongoing analysis. This analysis
can guide a training process that has
meaning to employees given their individual responsibilities and their unclerstanding of behavioral expectations and
company values.
THE ROLE OF EAPS

There is no single, simple formula for
preventing workplace incivility, aggression, and violence. When these behaviors cannot be prevented, it is important
that any intervention methods used be
consistent with the employer's value system. Proper intervention methods are an
important element of the ongoing training process. Evaluating these methods is
a step that should Ue incorporated into
any auditing process.
Employee assistance professionals
are vital resource in both the preven-

a

lion of, and response to, workplace
emergencies involving harassment, conflict, intimidation, incivility, disrespect,
aggression, or violence. While EAPs are
perhaps best known for providing
debriefing services, short-term counseling, follow-up referral, consultation, and
additional training, they also can play
vital roles in promoting respectful values
and behaviors in the workplace.
EAPs should work with human
resources, risk management, and corporate safety professionals to develop values-based audit processes 'that help
improve employers' proficiency in preventing and addressing workplace emergencies. The audit results can assist in
implementing training programs that
infuse these values into workplace culture and promote the teaching of skills
to help workers at all levels prevent and
respond to emergencies.
Readers are invited to complete the
Respect, Service, and Safety at Work
audit free of charge..The audit guides
work organizations in assessing ongoing,
unique workplace issues and elements
that affect (positively or negatively)
workers' respect, service, and safety.
The audit also can help raise awareness
of issues affecting a workplace. The
audit is available online at wwwpreparetraining.com. ■
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Disasters: Thinly, Plan, and 1~ct
Encouraging employees to planfor workplace and home disasters
and understand their roles during each can go a long way to help
keep workers more productive.
by Rocky Lopes
n the post-September 11 environment, employees seem to
get a constant barrage of disaster-related information, not
only from media reports but also from
employers and local government officials. All too often, however, the "war on
terrorism" and the corresponding preparedness activities send conflicting and
confusing signals that may cause people
to be uncertain and worried while at
work. The quintessential example is this
message: We may get attacked again, but
go about your usual business and report
any suspicious activity.
Unfortunately, this type of mixed
message causes uncertainty about what
to do. It's also unsettling, because, after
all, we have to go to work, take care of
our families, and try to live a normal
life. We can't think about looking over
our shoulder for "bad guys" all the time.
It's normal to not want to think
about bad things happening to us or
those for whom we care .Even when a
major disaster happens, we naturally put
negative thoughts aside—the more time
that elapses after the event, the less we
think about it. We even become dismissive of warnings of potential disaster
when the risk may be high but the frequency is low, such as warnings about a
potential terrorist attack. This is why
~„ Rocky Lopes is former
manager of disaster education with the American
Red Cross and has more
than 25 years of experience in the field of disaster preparedness and
response. He is an independentconsultant specializing in disaster public education, training,
and outreach. He can be reached by e-mail at
rockylopesQlycos.com.
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"warnings" from government officials
and others are often disregarded.
Some in the media, the armed
forces, and law enforcement are predicting mass hysteria (mislabeled "panic")
should another terrorist attack occur.
However, long-term academic research
on disaster behavior shows that when
disasters occur, our primary response is
concern for the welfare of our family
and close friends.
For example, what did you think
about on Sept. 11, 2001, when you first
learned of the terrorist attacks? Did you
run out into the street, screaming loudly? Unless you were in one of the places
being attacked, it is likely that your first
reaction was to wonder whether your
loved ones were okay. You probably
picked up the phone and called your
spouse, parents, or siblings or attempted
to contact your children's school to make
sure your sons and daughters were safe.
You may have become quite frustrated if
the telephone circuits were overloaded
or you couldn't get a cell phone signal.
Confirming the safety of loved ones
was a common behavior that day, and an
entirely expected one. We relieved our
arixiety by making sure those we care
about were okay and letting them know
we were safe as well. In that situation, it
was very reassuring to us to hear the
voices of people we care about.
ANOTHER FIRE DRILL
But even as we prepare for the possibility of another attack by terrorists, we
have to recognize that other kinds of disasters can and will happen, such as
severe weather or earthquakes. We must
ask ourselves, "Is there anything we can
do to prepare for such disasters in the

workplace?" The good news is that there
are simple things we can do and ask
others to do that will relieve axixiety and
help workers deal with disaster disruptions effectively.
The greatest and most universal disaster threat is a fire. Fire is the most frequent workplace disaster, but also the
one for which employers and building
facilities managers are most prepared.
Many communities require regular fire
drills, and many employers designate
and train employees to act as floor wardens and take responsibility to ensure
that everyone exits safely.
When a fire alarm sounds, it's pretty
easy to roll your eyes and say,"Oh,
another fire drill." But thanks to frequent
drills, you know what to do in the event
of a fire—you exit the building, gather
in a safe place, and wait for a fire or
building official to tell you it's safe to go
back inside.
According to John Hall of the
National Fire Protection Association,
home fire deaths outnumber workplace
fire deaths every year, usually by "an
enormous margin." Perhaps this is
because fire drills are conducted frequently at worksites, but seldom at
home. The reason, of course, is that fire
drills are required by law in most workplaces and schools, but not in homes. I'll
recommend later, but for now I'll reinforce—it's important to have fire drills at
home, too.
But what about other kinds of
threats, such as tornadoes or chemical
spills from train derailments or tanker
truck crashes? Although the National
Weather Service has significantly
improved the lead time for tornado
warnings, we typically aren't listening to
www.eap-assoCiatiOn.org
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NOAA weather radio updates (provided
by the National Oceanographic and
Atmospheric Administration, adivision
of the U.S. Department of Commerce),
television, or local radio station broadcasts at the workplace. ConsequenCly, we
may not even know about a tornado
threat until it begins to rain really hard
and the wind begins to howl. Likewise,
we may not be aware of a nearby train or
truck accident until we hear the sounds
of wailing sirens from fire trucks
responding to the situation.

Preparingfora disaster doesn't tape a lot of
time, and it isn't hard
to do or expensive.
The simplest and best thing to do to
prepare for these very real and common
situations is to ask your employer about
your company's disaster plan. Get a copy
of it and become familiar with your role
in the plan. Share it with employees and
encourage them to become familiar with
their roles as well.
If your company doesn't have a
written disaster plan, help is available.
Every community has someone designated as an emergency manager. The actual
title may be different—homeland security director, civil defense director, and fire
chief are common—but the point is that
someone is designated by local governments to prepare communities for disasters and help residents plan for them.
This includes helping local businesses
with disaster preparedness.
LAND VS. CELL PHONES

An important element of disaster preparedness, as mentioned previously, is
communication. When disasters strike,
you want to make sure your loved ones
are safe. Encourage employees at your
workplace to talk to their families about
what to do if a disaster occurs and they
are not in the same place.
For example, children in schools
will follow directions from administrators and teachers. If you or your cowww.eap-association.org
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workers have children in school, find
out if the school has a disaster plan and
what the plan recommends that parents
do. While you may want to drive to the
school to pick up your kids, the school
likely has other plans. A mass of parents
descending on a school can actually
make a situation worse by blocking
roads, which can make it difficult for
emergency responders to do their job.
Avoid the urge to rush to a school.
School officials spend a great deal of
time and energy determining how to
protect children in their care, and children are much safer remaining at school
than attempting to leave during a disaster or immediately afterwards.
We also need to learn from some
recent events. As many people discovered during a massive power outage in
parts of the United States and Canada in
August 2003, it is often impossible to get
a cell phone signal when cell towers lose
power. A lot of the "old-fashioned" hardwired telephones still worked, however,
because the wired telephone network
was built during the Cold War and was
hardened to resist attack. Backup power
systems to keep these phones working
are common. Thus, having at least one
land-line phone that plugs directly into a
telephone jack is important. Even if you
lose electric power, it is likely that your
hard-wired telephones will work.
Write down the telephone numbers
(land line and cell) and e-mail addresses
of your loved ones as well as an out-oftown contact. Make sure all of your
loved ones have copies of this list. When
a disaster occurs, keep calling all of the
numbers. Keep in mind that because the
hard-wired phone system in the United
States is hardened against attack, you
may find it easier to make a long distance call than a local call. That's why
having an out-of-town contact is helpful,
because you and your loved ones may
be able to reach that person when you
can't reach each other locally.
Also remember that in today's society, e-mail is a very common way to
maintain contact. As we observed on
September 11, a lot of telephone systems
were overloaded and calls weren't getting
through, but e-mail systems were still

hat happens if disaster
strikes at home while
you're traveling on company business?
In January 1999, a devastating ice
storm struck Washington, D.C., while
dozens of a company's employees
were in Kansas City for afour-day
conference. The ice storm tore down
power and telephone lines, preventing many of the employees from contacting their loved ones. Television
news stories were stark: water utilities
were shutting down because pumps
could not run, grocery stores were
closing, and traffic crashes were
blocking roadways.
One employee who was attending the
convention in Kansas City was concerned by the news reports but felt
confident that his wife and children
were okay. He and his family had
developed a disaster plan and stored
sufficient supplies, including foods
that don't require cooking, plenty of
water, and essentials like blankets,
warm clothes, and working flashlights. Although he wasn't able to
return home until three days later
(airports serving the Washington area
were closed for a few days, after
which returning flights were overbooked and delayed), he found that
his confidence was well-placed. His
family had followed the disaster plan
and still had plenty of food and water
on hand.
Workers who travel on company
business worry about the well-being
of their loved ones at home. When
disasters occur, news stories can
make the situation seem much worse
than it really is or highlight the most
terrible consequences of an event,
leaving travelers imagining the worst.
Developing a home disaster plan and
reviewing it with everyone in the family can't prevent a disaster from
occurring, but these simple steps can
go a long way to help alleviate anxiety
when work responsibilities call for
out-of-town travel.
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working. If you can't get a call to go
through but have broadband Internet
service, try sending an e-mail message.
THINK, PLAN,AND ACT
Preparing for a disaster doesn't take a lot
of time, and it isn't hard to do or expensive. The best way to reduce arixiety
about disasters is to recognize what
could happen and develop an appropriate response. Think through a plan, both
at work and at home with your loved
ones. Collect and store in a convenient
place some essential supplies you would
need to take with you if you have to
evacuate quickly, such as if a fire occurs
or a flood or hurricane threatens and
local officials advise evacuation.(For a
recommended list of disaster supplies,
see the Department of Homeland
Security's Web site at http://wwwready.
gov/supply_checklists.html.)
According to many professionals,
including doctors at the American
Academy of Pediatrics, it is important to
involve children in the household disaster planning process. Contrary to what
some may think, children are less fright-
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drill at your home and in the workplace.
Get instructions on these drills from
your local emergency manager or Red
Cross chapter (http://wwwredcross.org).
While tornadoes, earthquakes, and
fires are not things we want to think
about, we are more reassured and less
worried when we know what can happen and what we should do. Think,
erred about a disaster if they have talked
plan, and act—three simple ways to preabout it in advance with their parents
pare that often result in less arixiety and
and know what to do and how to react.
fewer disaster-related injuries.
Including children in disaster planning
For more information about how to
will also help reassure parents if disaster
prepare for disasters in the workplace
strikes while they are at work and their
.and at home, consult these resources:
sons and daughters are at home.
As part of the family disaster planAmerican Academy of Pediatrics
ning process, conduct drills at home,
(http://www aap.org~family/frk/frkit.htm)
too. As I mentioned earlier, many more
American Red Cross
people die in fires at home than at the
(wwwredcross.or~
workplace. Afamily-friendly set of directions on conducting a home fire drill can Department of Homeland Security
(www ready.gov)
be found in the Resource Center of the
Home Safety Council's Web site,
Home Safety Council
http://www homesafetycouncil.org.
(www homesafetycouncil.or~
Also, if earthquakes or tornadoes are
National Fire Protection Association
a threat in your area, conduct a "drop,
(wwwnfpa.or~ ■
cover, and hold on" drill or a tornado

Think, plan, and act—
three simple ways to
prepare that often
result in less anxiety.
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amender and Disasters
Women and men experience disasters in different ways, challenging
employers to design disaster preparedness strategies that meet
the needs of both genders.
by Bv~enda D.Phillips, Ph.D.
round the world, in disaster
after disaster, studies and
reports find that disasters
hit some groups harder
than others. The recent tsunami in Asia,
which killed more than 200,000 people,
caused higher losses among children,
persons with disabilities, and women. In
the village of Lampuuk, Indonesia, the
tsunami killed all of the women.
We don't have to look to developing nations, though, to understand the
dynamics of gender and disaster. After
Hurricane Andrew struck Florida in
1992, studies found that low-income
households headed by women were less
able to evacuate or prepare their homes
than higher-income households or those
headed by men.' Further, female-headed
households took longer to recover from
the hurricane's destruction.
The workplace is no exception to
this pattern. Researchers are finding gender-based differences in disasters that are
relevant to the workplace. For example,
women are more likely to head small
businesses than large corporations, and
studies have found that small businesses
have a harder time surviving after disasters than their larger counterparts.z
Because these differential risks can
result in additional loss of life, workplace injuries, employee turnover, and
business loss, we need to pay attention
to and act on these findings. In the long
run, preparing and assisting employees
helps businesses survive workplace dis-

Brenda Phillips is a professor in the Fire and
Emergency Management Program at Oklahoma
State Universit}! She also serves as secretarytreasurer of the International Research
Committee on Disasters. She can be reached at
Brenda.phillipsQokstate.edu.
www,eap-association.org

asters or events that affect the personal
lives of individual workers. If employers
want to retain trained, valuable employees, they must understand the relationship between gender and disaster and
design disaster-resilient programs for the
entire workforce.

in recent years, long-established gendered roles continue to influence the
workplace as well as employees' home
lives. For example, although many
workplaces provide parental leave,
women are more likely to take such
leave and to retain primary responsibility
for child care. The "double shift" of work
WOMEN, MEN,AND DISASTER
and home duties, though changing, conAll women do not experience disasters
tinues to permeate women's lives. After a
the same way, especially in terms of their
disaster, this double shift frequently is
private lives. A secretary in her 60s who
exacerbated, with women shouldering
loses her home has significantly less time
responsibilities for household and/or
to recover financially, and perhaps physiworkplace recovery.
cally, than a younger counterpart. A
Economic factors affect working
female employee who bears the burden
women as well. Women earn, on averof child care and elder care will face
age, less than men, rendering them less
increased family responsibilities at home,
able to retrofit their homes, purchase
especially if the disaster affects multiple,
flood insurance, or take other steps to
inter-related households. Finally,
mitigate the impact of disasters. darning
research shows that women of color and
less money also means women are more
persons with disabilities face higher rates
likely than men to face a long, difficult
of injury, death, and property damage.
recovery if a disaster strikes.
It is not enough for employers to
Finally, although women are breaksimply reach out to women presumed at
ing the glass ceiling, they are not always
risk, but to understand that women's sitwell-represented in decision-making
uations vary. Workplace efforts to reach
venues and remain under-represented as
across gender divides must take these
contingency and emergency planners.
varying circumstances into account.
Experts agree that involving women
Employers must also consider how
broadens the range of ideas proposed for
gender is affected by other circumand incorporated into disaster planning
stances. For example, imagine the situainitiatives, heightens employee buy-in to
tion of a female employee who cannot
the disaster planning process, and results
read or who does not speak English
in a more disaster-resilient workplace
well. Neither employee is as likely as a
and workforce.
male co-worker, even one who also canMen,too, are influenced by longnot read or speak English, to receive
established gendered roles. We see this
emergency information from the workmost clearly during disasters in the diviplace or from public warning sources.
sion of labor. Men are more likely to
The broader social realities of
hold emergency planning and response
women's lives also matter. Although
positions and more likely to be the local
women have made considerable ecoemergency manager as well.
nomic, social, and educational progress
At the neighborhood level, men- . -2ntl Quarter 2005 •Journal of Employee Assistance •2.5
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tend to take on physical tasks associated
with response and recovery, such as
engaging in search-and-rescue operations
and clearing debris. Many of these tasks
are fraught with danger—when
Hurricane Mitch hit Honduras in 1998,
for example, many men were killed as
they tried to save their family homes and
resources. Post-disaster injuries, such as
electrocution during clean-up operations, appear to occur more frequently
among men than women.
Within families, gender also influences decision-making and risk-taking.
Men are less likely to want to evacuate
than women and may delay the family's
departure; women, meanwhile, are likely
to double-check the warning message
with neighbors and friends and urge
their spouses to get the family on the
road to safety. These and other differences suggest that employers trying to
disseminate disaster information must
take care to reach out equally, but often
differently, to women and men.
INVOLVING EMPLOYEES
The most important thing employers can
do is involve their employees, particularly those at highest risk, in the emergency
planning process. Specifically, employers
can take the following steps:
Involve employees from all levels
of the workplace. Do not assume that
only top-level employees should plan for
catastrophe. Janitors, for example, know
a lot about the buildings they maintain
and can be a good souzce of planning
information. They also maybe at greater
risk from disaster than other workers—
they arrive early, often work alone, and
typically have few resources to help
them recover at home.
Create an employee-based safety
team with male and female representatives from each department.
Cross-train employees in each
other's jobs in case someone needs to
take unpaid leave to help family members devastated by a disaster.
Remember women's diversity
when sending information to employees. Disseminating the same message in
the same way every time may miss some
employees. Use written, spoken, and
visual information and prepare emer26 •Journal of Employee Assistance • 2ntl Quarter 2005
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gency messages in multiple languages.
Integrate disaster training into
workplace literacy programs or as part
of trainings for recent immigrants and
temporary employees or in offshore facilities, which often employ large numbers
of women. Understand that different
cultures expect men and women to play
varying roles and that these roles will
be more pronounced after disasters.
Promote awareness of disaster
preparedness during disaster-specific
times of the year. For example, conduct
tornado awareness activities during
March and hurricane preparedness
events in June. Bear in mind that disasters also provide a "window of opportunity" to raise awareness. When media
coverage alerts employees to disasters in
the country or around the world, make
use of this heightened awareness to conduct safety training.
Provide information or safety
items on days that celebrate or promote aspecific gender. Mother's Day,
Father's Day, Bring Your Daughter to
Work Day, Women's History Month, and
Women's Equality Day all present opportunities for EA professionals to promote
workplace disaster preparedness. Even
events dedicated to topics such as workplace and/or domestic violence may provide such opportunities, as it appears
that violence against women may
increase after disasters.
Provide comprehensive workplace
training for disasters, being sure to
address topics such as how and where to
access information, what to do when
faced by a specific hazard, how to conduct search-and-rescue operations, and
how to provide first aid, Consider developing acommunity emergency response
team in the workplace (see http://training.fema.gov/EMIWeb/CERT/ for information) or link your employer's Web site
to useful preparedness information, such
as that found at http://wwwfema.gov/
areyouready/.
Review and disseminate information about gender and disaster and contact knowledgeable persons, either in
your community or via e-mail through
the Gender and Disaster Network
(http://online.northumbria.ac.uk/geogra-
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phy_research/gdn~.
MAKING HARD CHOICES
What happens at home can influence
not only an employee but the workplace
as well. For example, gender studies
reveal that women link their families to
recovery agencies and may face additional care responsibilities for injured or
traumatized loved ones. The subsequent
time demands may compel female
employees to make hard choices
between their work and their family.
Furthermore, disasters'usually hit
some segments of the community more
frequently and with more impact than
others. Lower-wage employees, who are
more likely to be women, may have no
choice but to live in higher-risk buildings or areas.
To support all valued employees,
workplaces might consider taking the
following steps:
Provide child care, which is often a
critically needed resource after disasters.
Child care is especially needed during
evenings and weekends, when employees (often women) may need to attend
recovery meetings or seek aid through
recovery agencies.
Offer flex-time,.job sharing, or
virtual work options to employees to
help them manage the often conflicting
demands of work and family during disasters. Allow employees to use comp
time during disasters.
Use online conferencing and have
laptop computers available for employees who are unable to come to work.
Pre-establish an emergency relief
fund with guidelines that are targeted to
the needs of women,low-income
employees, and single parents.
Support nonprofit organizations
providing aid to your employees
through grants or in-kind donations, by
extending onsite child care facilities, or
providing support personnel.
Workplaces are more effective when
people establish and maintain effective
working relationships. In times of disaster, these relationships become especially
valuable resources for single mothers,
older workers living alone, or persons
with disabilities.
To help employees when disaster
www.eap-association,org
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strikes, consider establishingawork-

IDENTIFYING SUBSTANCE USE DISORDERS

place "Response and Recovery Team"
designed to provide a variety of support
services, from shuttering homes facing
hurricanes to providing child care to
removing debris. Remember that an

The SASSI—brief, empirically validated
screening for substance use disorders

~~

Since 1988 the SASSI (Substance Abuse Subtle Screening
Inventory) has been used to identify substance use disorders
accurately, objectively, and quickly. Adult and adolescent

abundance of aid reaches victims during
the immediate response, but help is

most often needed—and least frequently
versions available.
available—during the long-term recovt Easy to administer and interpret
ery process. This is especially true for
working women and for men raising
♦Effective even if your client is unable or unwilling
families alone. Employers can make a
..,.
to acknowledge their substance use
difference for these employees and can
~~
1
♦ Select paper and pencil questionnaire or a
reap corresponding benefits. ■
computerized version
,~ ~`,.
References

♦New web-based option for single or multiple adult

~'

1 Morrow, Betty and Elaine Enarson, editors. 1998. The Gendered Terrain of
Disasters: Through Women's Eyes. Florida
International University: International

administrations at www.sassionline.com

t New Spanish SASSI now available
Early identification saves lives.

Hurricane Center.
2 Webb, Gary, Kathleen Tierney, and James
Dahlhamer. 2000. "Businesses and
Disasters: Empirical Patterns and
Unanswered Questions." Natural Hazards
Review (1): 83-90.
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The EAP Critical Incident Coiitin~.um
Using a continuum of services to assist management and employees in
responding to a workplace disaster enables EA professionals to support
business continuity and employee recovery.
byJodi M.jczcobson, Ph.D., CEAP;Jan Paul, LMHC, CEAP;and Dov~othy Bluvv~, Ph.D., CEAI'
mployee assistance(EA) professionals serve important
functions in preparing for,
and responding to, workplace critical incidents. Workplace critical incidents are sudden, unexpected
events that often are significant enough
to overwhelm normal coping responses.
They vary in type and severity and can
affect employees as well as management.
Jacobson (2004) wrote that EA professionals consider deadly workplace
accidents (caused by automobiles,
machines, electrocution, and explosions), the September 2001 attacks on
the United States and other incidents of
terrorism, suicides and homicides at
Jodi Jacobson is a visiting assistant professor
at Towson University
(Md.)and a senior
researcher for MAST
Research Consultants.
She serves as co-chair
of the EAPA Workplace
Disaster Preparedness
Subcommittee. She can be reached by phone at
(410J 704-5823 or by e-mail atjjacobsonQtowson.edu.
Jan Paul is the manager of the State of Washington's EAP, which serves approximately
100,000 state and other government employees
and their family members. She serves as cochair of the EAPA Workplace Disaster Response
Subcommittee.
Dorothy Blum is presidentand founder of
SELECT, Inc. (Services for
Employees Looking for
Education, Counseling
and Treatment), which
specializes in the developmentand operation of
EAPs. She is president of
EAPA and has served as a member of the association's Workplace Disaster Preparedness
Subcommittee.
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work, workplace fires, the sudden death
of a co-worker, robberies, and drownings among the most traumatizing workplace critical incidents. Such incidents
can seriously affect the psychological,
emotional, and physical well-being of
employees, employers, and the entire
organization. Negative effects from the
unresolved trauma of a critical incident
in the workplace can contribute to overall lowered levels of productivity, poor
performance, more frequent interpersonal conflict, increased absenteeism,
increased use of physical and mental
health benefits, increased workers' compensation claims, higher turnover, higher rates of alcohol and other substance
misuse and abuse, and lower overall
employee satisfaction and morale
(Hrebiniak and Alutto 1972; Ivancevich
and Matteson 1980; Lewis 1994, 2002).
Workplace critical incidents—both
natural occurrences, such as earthquakes
and floods, and human-caused incidents, including terrorist attacks and
homicides—appear to be increasing. In
response, more employers are expressing
concern for a need to provide support to
employees in the aftermath of a workplace critical incident. Many employers
are calling on their EAPs for such assistance and to help develop and implement services related to workplace disaster preparedness and response. The onus
is on the EA professional to facilitate or
deliver the most appropriate and supportive services to the workplace.
CONTINUUM OF SERVICES
The services rendered by an EA professional will vary depending on the nature
of the business, the type of EAP
provider, and the specific needs and cul-

ture of the workplace. There are several
models for delivering workplace critical
incident response services, including
those advanced by the International
Critical Incident Stress Foundation
(ICISF), the American Red Cross, and
other individual trainers and providers.
In a study of EAPA members who
have responded to workplace critical
incidents, a sizable majority (83.5 percent; n = 237)reported receiving formal
training or education to provide critical
incident stress management services
(Jacobson 2004). Almost 60 percent of
those who received formal training
reported completing the Basic Critical
Incident Stress Management training
course offered by the ICISF. Many EA
professionals have been trained in multiple models, which share the common
feature of using apsycho-educational
group meeting that allows individuals to
talk about and process the critical incident, learn about normal reactions and
effective coping methods to deal with
critical incident stress, and encourage
group support(Regehr and Hill 2000).
The practice of providing a singlesession debriefing is opposed by some
who question its effectiveness and suggest it may even cause harm (Vedantam
2002). The EAP Critical Incident
Continuum of Services, a model established in the aftermath of the 2001 terrorist attacks on the World Trade Center
and Pentagon, supports EA professionals' use of a range of services to (1) assist
management in supporting and managing workers before, during, and after the
critical incident,(2) assist employees in
working through the impact of the incident,(3)support employers with business continuity and return-to-business
www.eap-association.org
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operations, and (4) assist in reviewing
the response to the incident in anticipation of the next incident.
The continuum includes ehe familiar
practice of critical incident stress debriefings, but only as one component of a
much larger system of services. Taking
the traditional models of crisis response
a step further, the continuum focuses on
the role of the EA professional to
empower supervisors and business leaders to better manage the workplace following acritical incident and support
business continuity and employee recovery. The continuum represents a continuous cycle, allowing for managers,
employees, or EA professionals to enter
at any point. This cyclical model also
allows the EA professional to work with
employers and employees to resolve
cumulative stress caused by the compounding impact of one or more workplace critical incidents.
THE EAP CRITICAL INCIDENT CONTINUUM
The well-placed and well-functioning EA
professional is strategically positioned in
the workplace and recognized as an
expert on human dynamics. The EA professional does not function as a mental
health counselor, but rather as a management consultant for workplace
human dynamics and a provider of services to employees and managers affected
by a workplace critical incident.
Before a workplace critical incident
occurs, the continuum supports EAP
involvement with pre-incident planning
in the areas of assessing risk, working
with human resources staff to develop
policy, consulting with managers to help
increase resilience, and educating managers and employees on critical incident
response and disaster preparedness. EA
professionals will often offer "stress hardening" or "stress inoculation" training as
preparation for responding to workplace
critical incidents.
Finally, the EA professional is in a
unique position to formulate and develop relationships with other critical incident community providers and response
teams, local hospitals, and emergency
response personnel. These relationships
can prove invaluable during.a critical
incident, but they cannot effectively be
www.eap-association.org
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developed in the midst of responding to
ees' Family members who may have been
a workplace critical incident. The task of affected by the incident. In addition, EA
fostering such relationships needs co
professionals can provide follow-up servoccur in the pre-incident phase of the
ices to supervisors and mangers that
continuum, when the workplace is func- include, but are not limited to, managetinning in its usual state.
ment debriefings and consultation.
During a workplace critical incident, the EA professional's role is mostly
one of providing
~~,~
BEFORE
o
Contingency
~~
~~p
coordination and
Planning
r~
guidance. This
includes working
RESPONSE
DURING
collaboratively with
REVIEW/
Responding
management to help
PLAN
REVISION
ensure the most
appropriate
response. After security personnel and
AFTER
other first responFOLLOWUP
Post Incident
Response
ders have verified
the safety of the
~~
.Gay
workplace, EA professionals can begin
working as partners
with, or consultants
to, management as
they strive for workplace stabilization
AFTER THE RESPONSE
and recovery.
After a workplace critical incident
Following a workplace critical inciresponse concludes, the EA professional's
dent, the EA professional often takes on
role involves supporting research and
a more visible role in the workplace as
evaluation efforts aimed at determining
s/he works with management co assess
the overall effectiveness of the response,
the needs of the workforce and identify
then consulting with management and
the appropriate services to provide, such human resources to improve the organias defusings, debriefings, and/or educazation's disaster response plan. The EAP
tional sessions that explain normal
Continuum encourages EA professionals
responses to workplace critical incidents. to work collaboratively with manageThe EAP firmly grounds its response in
ment and human resources to evaluate
management protocols and includes an
policies related to disaster preparedness
educational debriefing if appropriate. It
and response and offer expert guidance
does not frame the overall response in
to revise the plan. The continuum also
medical or psychological terms.
encourages EA professionals to support
EA professionals are positioned to
long-term responses to critical incidents
consult with management regarding
and, when appropriate, provide followemployee recovery through information
up services for employees who were
shared by management,such as workmore severely affected by the incident.
place attendance, performance, and conLittle information is available
duct assessments. This information can
regarding the steps (if any) EAPs are takbe used to identify employees or work
ing to support EA professionals who
groups requiring additional assistance
respond to workplace critical incidents.
following a workplace critical incident.
Jacobson (2004) studied how EAPA
EA professionals are often allowed to
members responded to workplace critiprovide services and referrals to employ- cal incidents and found that only a small
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percentage of EA professionals reported
receiving or seeking supportive services.
Those who reported receiving support
services identified the following:
• EAP sessions offered by another EAP
(42.6 percent);
• Individual counseling(20.4 percent);
• Debriefing of debriefers(93 percent);
• Consultation services (7.4 percent);
• Stress management services (7.4
percent);
• Access to a fitness center (7.4 percent); and
• A combination of services (16.7
percent).
It is not evident from this study or
other studies what types) of services
may be most effective in supporting EA
professionals who respond to workplace
critical incidents. The EAP Continuum
encourages support services, such as
self-care and "debriefing the debriefer"
programs (Potter 2000).
FUTURE STEPS
The minimal expense of planning an
EAP response to a critical incident in the
workplace is far outweighed by the significant costs resulting from failing to
plan for or (even worse)ignoring the
seriousness of workplace critical incidents. This ignorance can result in poor
performance, reduced productivity, lost
loyalty and commitment, increased
absenteeism, decreased retention, higher
healthcare costs, and more workers'
compensation claims(Hoffman 2001).
The EAP Continuum introduced in
this article represents one model for
workplace critical incident preparedness
and response. As the EAP field strives
to develop best practices, more research
on this model is required, including how
it functions as a dynamic model and
whether it allows for flexibility and
modification to meet the needs of the
changing workplace.
Future discussion regarding the EAP
Continuum will be posted on the EAPA
Critical Incident Web page (wwweapassociation.org~; additional information
will appear in the International Journal of
Emergency Mental Health in a special edition on EAPs and crisis intervention to
be published later this year. The EAPA
Workplace Disaster Preparedness
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Subcommittee will continue to support,
through an advisory role to EAPA, EA
professionals throughout the world as
they prepare and respond to workplace
critical incidents. Most recently, the subcommittee was involved in providing
support to EA professionals who
responded to the Florida hurricanes and
is beginning to provide support for EA
professionals responding to the recent
earthquake and tsunami in Asia.
The subcommittee will also continue to work with EAPA and its members
to offer EA professionals the latest information related to workplace critical incident preparedness response. The subcommittee encourages EA professionals
to talk with one another and exchange
information online to promote learning
communities where we can share information about best practices and learn
from one another to enhance our knowledge regarding workplace critical incidents. ■
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Preparias~ for the OlYmpis dames
A disaster preparedness program that emphasized training and respected
cultural vatues helped employeesfeel safe during the Olympic Games and
alsofamiliarized them with the concept of an EAP
by Andrew A~natas,M.A.,D.C.H*
mployee assistance programs
are often called upon to
respond to workplace problems after they arise, yet they
are often at their most effective when
they deliver services that are largely preventative in scope. It should come as no
surprise that when an international
event such as the Olympic Games take
place, prevention—in this case, disaster
preparedness—becomes a necessity.
Although crisis preparation and
intervention have proven to be effective
in assisting victims of critical incidents
(Flannery and Everly 2000), these are
still new concepts in Greece. State-governed crisis services are scarce and have
not emphasized the importance of incident preparedness, choosing instead to
focus mostly on practical matters after
an event. Psychological care for victims
and witnesses of critical incidents has
consisted largely of voluntary services
delivered by mental health professionals
and students.
The Olympic games were a unique
opportunity to familiarize the Greek
workforce with employee assistance programs, since stress levels associated with
the possibility of terrorist attacks were
high. There was a need to feel safe and
be prepared for events over which one
had no control.
The purpose- of this article is to
describe the crisis pepraredness program
that was developed for one of the largest

Andrew Armatas is head ofEAP services at
Ergonomla, an Accor EAP company in Greece
with an established reputation !n occupational
safety and health services. He can be reached
via e-mail at armatasQergonomia.gr.
Ergonomia's chief executive, llias Banoutsos, can
be reached at banoutsos~ergonomia.gr.
www.eap-assoclation,org

mobile telecommunications companies
in Greece. The program was one of the
first delivered in Greece by a Greek EAP
company adhering to international
guidelines and covered approximately
700 employees positioned at different
Olympic Games venues.
THE CRISIS PREPAREDNESS PROGRAM
The emphasis of the preparedness program was on training, because training
has been successfully incoprorated by
many companies in Greece and has been
accepted as a valuable service by department heads and line employees alike.
Unfortunately, only managers were able
to participate in the training.
The preparedness program was segmented into apre-crisis phase, an acute
crisis phase, and apost-crisis phase. It
included crisis management training (for
managers only) and addressed on-site
defusings, critical incident debriefings,
and follow-up and referral mechanisms
for assessment and treatment where
indicated.
Specific goals were taken into consideration while developing the training
materials. These goals were as follows:
• Use as little general theory as possible;
• Focus on issues of central importance
to the participants and address their
pressing concerns;
• Normalize the stress response participants would experience in the event
of a traumatic incident;
• Offer directives on self-help and helping victims without playing a counselor's role;
• Make cultural adjustments; and
• Increase participants' sense of
self-mastery.

With these goals in.mind (Everly
2000), the training covered a range of
topics and provided answers to many
questions, such as: What signs should I
expect after a crisis and in the following
days? What can I do to keep victims'
distress from escalating? What can I do
to reduce victim's distress? What can I
do to help myself?

The Olympic Games
were a unique
opportunity to
familiarize managers
with EAP core concepts
and functions.
Clear directives were offered to participants and put in writing, A leaflet
was handed out describing the emotional and physical impact of a critical incident and suggesting what victims should
and should not do in the event of a disaster (Everly 2000). The same leaflet was
to be disseminated to victims.and family
members in case of an incident.
Information with clear directives on
controlling destructive rumors was also
provided to participants. The training
concluded with astep-by-step guide on
the procedures to follow in case of a crisis, such as who would contact whom
and what actions would follow
In addition to these and other crisis
management training strategies, participants were also introduced to the concept of EAPs. We ran what one might
2nd Quarter 2005 •Journal of Employee Assistance •3l
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We would e~lain why something
would not work and then offer a clear
alternative. We also noted occasionally
that a suggested action was "exactly how
most people would act" to help ease any
ill feelings.
In Greece, workers often have to
wear many hats, and little if any attention is given to self-care. For that reason, we framed directives in such a way
as to help participants protect themselves from unwanted behaviors and
escalating emotions.
Participants expressed concern
that the training would be (ab)used by
the company and that they would be
expected to fulfill a counselor's. role in
addition to their other responsibilities. Suspiciousness of the incentives
behind such services was expected.
Participants were reassured that at no
time were they to fulfill a counselor's role
and that the idea behind these services
was to give them the information they
needed to feel adequately prepared and
to let counselors do the counseling. To
further ease their concerns, we provided
directives on to how to avoid assuming

calla "mini launching presentation,"
although there was no service to launch.
We believed the training was a great
opportunity to familiarize workers and
managers with EAP services and their
associated benefits. We also introduced
new concepts, such as defusing and
debriefing (Mitchel and Everly 1996),
that would be available if needed.
CULTURAL OBSERVATIONS
The importance of taking cultural differences into consideration when developing and providing training cannot be
understated. From our experience, there
were some interesting points worth mentioning, some of which may be seen as
culturally related.
Clear directives may often be
viewed as direct orders. Care was
taken during the presentation so participants would not feel that one more person was telling them what to do. To
bypass possible resistance, we first asked
participants how they would instinctively act when dealing with crisis behavior
and then discussed possible outcomes,
often utilizing personal past experiences.
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the responsibilities of a counselor. As a
result, active participation increased, as
did their sense of relief.
Culturally, there is a fine line
between too much structure and a
perceived lack of freedom. Too little
structure often dismantles the group.
While we attempted to maintain structure during the training, we encouraged
participants to ask questions throughout
rather than confining them to an allocated time. Specific break hours were suggested, but we adapted them to the
needs of the group.
FEEDBACK AND CONCLUSION
Thankfully, all went well during the
Olympic Games and there was no need
to implement the crisis management
program. Feedback (through evaluation
surveys) was excellent. This may reflect
the quality of services delivered, but it
may also reflect the novelty of the information presented and the need to
receive it at that particular time.
Participants also valued the sense that
they were not alone, which was a positive experience for them.
The Olympic Games were a unique
opportunity, not only to deliver an incident preparedness program but.also to
familiarize managers with EAP core concepts and functions. However, we are
still in the beginning of this process.
There is much to be done, many lessons
to be learned, and lots of research to be
conducted. ■
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WORKPLACE

DISASTER

PREPAREDNESS

RESOURCES AND REFERENCES
■
Yesterday [July 21, 2004], the
American Red Cross, George Washington University, the Department of
Homeland Security and the Council for
F~ccellence in Government co-sponsored
a symposium titled "Public Preparedness—A National Imperative." The
American Red Cross chose this forum to
release preparedness research conducted
last month by WirChlin Worldwide.
The survey found that only two in
ten Americans feel "very prepared" for a
catastrophic event; only about half of
parents polled knew the disaster plans of
their child's school or daycare; the number of people who are familiar with the
disaster plan at their workplace is also
only about half; and the number of people who said that they have a family
emergency plan has plummeted in the
last year.
"Poll Finds Public Less Prepared"
American Red Cross
wwwredcross.org

■
Emergency management is the
process of preparing for, mitigating,
responding to and recovering from an
emergency. Planning, though critical, is
not the only component. Training, conducting drills, testing equipment and
coordinating activities with the community are other important functions.
To be successful, emergency management requires upper management
support. The chief executive sets the
tone by authorizing planning to take
place and directing senior management
to get involved. When presenting the
"case" for emergency management, avoid
dwelling on the negative effects of an
emergency and emphasize the positive
aspects of preparedness. For example:
• It helps companies fulfill their moral
responsibility to protect employees,
the community and the environment.
• It reduces exposure to liability in the
event of an incident.

www.eap-assocfation,org
~ w...
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• It enhances a company's image and
credibility with employees, customers, suppliers and the community.
Emergency Management Guidefor Business
Federal Emergency Management Agency
wwwfema.gov

■
The final step in the preparedness
process is the drill or exercise. Exercises
are not tests but opportunities to acquire
and enhance skills, reveal weakness,
identify resource gaps, improve coordination and confidence, build teamwork,
and validate the emergency response
plan. Exercises reduce the problems,
mistakes, or omissions that can occur
during actual events.
An exercise is a challenge, so regardless of how good or bad it turns out,
something will be learned and team
building will occur. If disappointed in
the outcome, don't be afraid to try
another exercise. Do not look for blame,
but look for opportunities to learn and
correct mistakes.
Keep exercises relatively simple with
only a few objectives. Focus on one or
two key threats.-Break the exercise into
segments and don't be concerned about
covering every potential hazard. This
will help to simplify exercise evaluations
and enhance the learning process.
Critical Incident Protocol: A Public and Private
Partnership
Michigan State University
wwwcj.msu.edu

■
On August 20, 1986, apart-time
letter carrier named Patrick H. Sherrill,
facing possible dismissal after a troubled
work history, walked into the Edmond,
Oklahoma, post office where he worked
and shot 14 people to death before
killing himself. Prior to the Edmond
shootings, the few research and preventive efforts that existed were focused on
particular issues—patient assaults on
health care workers and the high rob-

berg and murder risks facing taxi drivers
and late-night convenience store clerks.
However, contrary to popular opinion, sensational multiple homicides represent a vent' small number of workplace
violence incidents. The majority of incidents that employees/managers have to
deal with on a daily basis are lesser cases
of assault, domestic violence, stalking,
threats, harassment, and physical and/or
emotional abuse that make no headlines.
Many of these incidents, in fact, are
not even reported to company officials,
let alone to police. Estimates of the costs,
from lost work time and wages, reduced
productivity, medical costs, workers'
compensation payments, and legal and
security expenses clearly run into many
billions of dollars.
Workplace Violence: Issues in Response
Federal Bureau of Investigation
www.fbi.gov

■
Meet with your employees twice
a year to review emergency plans. Make
sure employees know how to safely
evacuate the building if a disaster occurs
and how to protect themselves and your
customers in case of an earthquake or
other disaster. Consider CPR and other
emergency training.
Keep an updated list of emergency
telephone numbers. Make sure you have
a contact name and telephone number
in case an employee is injured. Other
useful telephone numbers include government disaster-relief agencies, such as
the Federal Emergency Management
Agency(FEMA). And contact media outlets, such as newspapers and local television stations, so you can assure your
customers that you have reopened or
that your business will be operating
again soon.
Openfor Business: A Disaster Planning I'oolhit
U.S. Small Business Administration
wwwsba.gov
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We're ready to help.

Professional Liability &Other Insurance for
Addiction Facilities, Mental Health Facilities, Social Service
Agencies and Individual Counselors.

A Division of Sterling &Sterling, Inc. Insurance

Corporate Coveragefor:
Outpatient Facilities
Residential Facilities
Day Treatment/
Partial Hospitalization

Employees Assistance Programs
Managed Behavioral Healthcare
Court-Ordered DUI Programs
Non-Profit Councils

THE VAN WAGNER GROUP
A Division of Sterling &Sterling, Inc. Insurance

21 Maple Avenue
PO Box 5710
Bay Shore, NY 11706-0503

Individual Coverage for:
Addiction Counselors (NAADAC sponsored) Social Workers
Case Workers
C.E.A.P.'s (EAPA sponsored)
Auricular Detox Acupuncturists
Mental Health Counselors

Phone: 800-735-1588
Fax: 888-525-9072
Email: Insurance@vanwagnergroup.com
Website: www.vanwagnergroup.com

We are endorsed, sponsored or affiliated with: NAADAC, EAPA, NAATP, NCADD, NADA
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News Bv~iefs
MORE WORKERS VALUE TIME
OVER MONEY,SURVEY SHOWS
Approximately Cwo in five workers say
they would rather have extra time off
than additional pay, an increase of nearly
20 percent over the past three years,
according to an online survey of more
than 4,600 workers.
Salary.com, a provider of compensation information for employers, human
resources managers, and individuals,
asked visitors to its Web site in
November 2004 whether they would
prefer a $5,000 raise or the equivalent in
time off. While the majority(61 percent)
said they would opt for the money, 39
percent said they would choose more
free time, up from 33 percent in the
2001 survey.
Researchers cite varying reasons for
the growing preference for time over
money, but they all agree that Americans
are working more than ever. The average
employee in the United States works
160 hours~ssentially, one month of
eight-hour days—more than his or her
father or mother worked at the same
age. The increase in working hours is
especially distasteful to younger workers,
who are most likely to value the meaning of work over money.
For more information about the
survey, visit wwwsalarycom.

VALUES, STRESS INDICATORS
DIFFER FOR MEN AND WOMEN
Male and female workers hold different
values and feel stress for different reasons, and these differences hold clues for
employers seeking to maximize workplace performance and productivity,
according to a recent study conducted
for Lluminari, an organization committed to women's health in the workplace
and at home.
The study, published in the journal
Gender Medicine, asked more than 1,100
workers at companies with 1,000-plus
employees to describe what a "healthy
workplace" means to them and the
attributes of work they value most. The
three attributes most valued by men are
pay and benefits, achievement and sucwww.eap-association,org

cess, and status and authority; the attributes ranking highest among women are
friends and relationships at work, recognition and respect, and communication
and collaboration.
The study also found that men and
women identified different sources of
work-related stress and health risks. Men
said their treatment by supervisors and
others in positions of authority dictates
their stress levels, while women said the
general work environment has the greatest impact on how much stress they feel.
Men said their overall health status corresponds to their perceived levels of control and authority, while women said
their home life is most predictive of their
health status.
Other findings of the survey include
the following:
• Women put almost twice as much
emphasis on teamwork, group cohesion, and effective and honest communication than men.
• Men placed nearly twice as much
emphasis on safety and security than
women.
• Women ranked ethics and values
more than twice as high as men did.
To learn more about the study, visit
wwwlluminari.com.

MANY WORKERS SAY THEY
COULD SAVE MORE, BUT DON'T
Workers participating in 401(k)savings
plans that offer matching contributions
by employers often don't save enough to
take full advantage of the match, and
many of those who say they could save
more don't plan to do so, according to a
study by a leading human resources
services firm.
Hewitt Associates examined the savings and investing patterns of more than
600 workers at a Fortune 500 company
who either were not contributing
enough money to their 401(k) plan to
take full advantage of the matching
employer contribution or weren't saving
any money at all. Nearly 70 percent said
they could afford to save an additional
$10 to $SO per week, but three-fourths
of workers already contributing to the

401(k) said they don't intend to increase
their savings, and a third of those not
contributing to the plan said they don't
expect to begin participating in the near
future. The reasons for workers' reluctance to increase their savings ranged
from lack of awareness.of the employer
match to discomfort with investing to a
lack of motivation.
Of greatest concern to the study
authors was the finding that educating
workers about the benefits of saving and
the potential economic gains from the
employer match had little effect on savings rates. Hewitt provided information
about the 401(k) and the employer
match to approximately half the workers
in the study, but 51 percent of them said
they still weren't sure they wanted to
raise their savings level. Approximately
28 percent said they would begin contributing more to the plan, but two
months later only 15 percent of this
group had done so.
For more information on the study,
visit was4.Hewitt.com.

ONE-THIRD OF ADULTS RECOVER
FROM ALCOHOL DEPENDENCE
An analysis of more than 4,400 U:S.
adults who met clinical criteria for alcohol dependence found that roughly 36
percent showed no symptoms of alcohol
abuse one year later and were either
abstaining from alcohol use or drinking
at levels below those known to increase
the risk of relapse.
.The analysis is based on data from
the 2001-2002 National Epidemiologic
Survey on Alcohol and Related
Conditions, a project of the National
Institute on Alcohol Abuse and
Alcoholism (NIAAA). Of the 4,422
adults in the survey who had met the
criteria for alcohol abuse (as defined by
the Diagnostic and Statistical Manual of
Mental Illness, Vol. 1V) at least one year
earlier, 18.2 percent were abstaining
from drinking and 17.7 percent were
low-risk drinkers, meaning they were
consuming fewer than 14 drinks per
week or four drinks on any day (for
men) or fewer than seven drinks per
2ntl Quarter 2005 •Journal of Employee Assistance • 3.5

week or three on any day (for women).
The analysis found that once treatment began, the odds of recovery
increased over time and were highest
among individuals who were married or
cohabiting. Abstinent recovery was associated more strongly with women and
those who had experienced a greater
number of dependence syndromes; lownsk drinking correlated more strongly
with those who had a family history of
alcoholism and those who had experienced relatively fewer syndromes of
dependence. The greater the quantity of
alcohol consumed, the lower the likelihood of either type of recovery.
For additional information, visit
niaaa.nih.gov

HEALTH SCREENINGS PROMPT
WORKERS TO EAT BETTER,
EXERCISE MORE OFTEN
More than four in five workers participate in worksite health screenings
offered by their employers, and nearly
half of them say they eat healthier and

exercise more.often as a result, according
to a survey of 1,700 employees at small
and medium-sized businesses.
The annual survey of leading practices in employee benefits, conducted by
Principal Financial Group, also found
that motivations to participate in health
screenings and other offerings associated
with wellness programs differ by age.
Employees aged 18-34 said they were
more likely to take advantage of wellness
benefits if they received an incentive or
reward, while those 45 and older primarily wanted to live longer, healthier lives.
Wellness programs are more prevalent(19 percent) among mid-sized businesses—those with 501 to 1,000 workers—than among businesses with fewer
than 500 employees(7 percent). Health
screenings are a core component of most
wellness programs, and 84 percent of
workers surveyed who had access to
screenings participated in them. Nearly
as many(78 percent) said they would
take advantage of health screenings if
their employers offered them.
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We can help.►
Our "Quick Response Team"(QRT)
can provide coordinated resources
includin
g~

• Critical Incident Support
• Management Consultation
•Corporate Crisis Communications
•Experienced, Dedicated Crisis
Managers
•Threat Assessment
• Mediation

Our many training programs include: Disaster Preparedness,
Workplace Violence Prevention, Armed Robbery Survival Slcill
Training, Threat Assessment Team Development, and
Corporate Crisis Response

1 877 661-8070 wwwworkplacetraumacenter.com
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Principal recognizes 10 small and
mid-sized companies each year for. best
practices in health care, and all of them
honored in 2004 provide wellness programs for their employees. Other wellness initiatives offered by these companies include the following:
• Paying employees to lead healthier
lifestyles;
• Providing on-site fitness facilities;
• Sponsoring weight management programs; and
• Offering smoking cessation programs.
For more information, visit principal.com.

LARGE COMPANIES USING
EMPLOYEES TO HELP FILL
VACANT POSITIONS
A survey of 40 employers found that
many of them are asking their own
workers to recommend candidates for
vacant positions, and employee referrals
now account for about one-third of outside hires, according to CareerXroads, a
recruiting-strategy consulting firm.
In conducting its annual "Sources of
Hire" survey, the firm focused on large
businesses that hired 10 percent more
employees in 2004 than 2003 and plan
to hire at least 5 percent more in 2005.
These companies are considered bellwethers for hiring practices—other
employers will adopt their behaviors in
the coming months and years.
The survey found the following:
• Nearly four in ten open positions are
filled by internal transfers and promotions.
• Three in five external hires are attributable to just two channels, employee
referrals and the Internet.
Employee referrals accounted for 32
percent of outside hires in 2004, up
from 23 percent in 2001. CareerXroads
attributes the rise partly to the Internet,
which makes it easier for job seekers to
send resumes to potential employers.
With companies receiving many more
resumes today than in the past, they
increasingly are turning to their employees to recommend candidates for open.
positions.
www.eap-association,org

Disaster Preparedness: A

Multifaceted EAP Approach
by Bevna~^d E. Beic~el, M.Bc~., CEAl;and Kv~istine N. Bv~ennan, CEAI;LPC

ince their introduction to the
employee assistance field, critical
incident stress response and critical incident stress management(CISM)
services have been accepted as being
within the continuum of EAP service
delivery. Although many EA practitioners
can recall their early experiences in providing critical incident stress debriefings
(CISDs) following traumatic incidents in
the workplace, that service alone falls far
short of meeting current best practice
standards and providing the wide range
of EA services needed to respond to disaster preparedness challenges. Today,
most EAPs have integrated (to varying
degrees) CIS protocols and services and
developed the corresponding skills to
respond to the threats and disasters that
plague today's workplace.
THE CONTINUUM OF SERVICES
Since the early days of the EA profession,
the skill "toolkit" of a good EA practitioner has included strong crisis, emergency, and grief response capabilities.
As the CISM methodology and protocols
developed in the emergency services
field became more closely aligned with
the comprehensive practice of the EAP
Core Technology, many of us recognized
that CISM services offered an opportunity to broaden an essential EA skill—from
the narrow focus of responding to the
individual to the broader focus of
responding to affected work groups and
the larger organization—in times of
extensive workplace trauma or largescale events in the community. The
e~eriences of many organizations in

Bern Beidel and Kris Brennan are co-chairs
of the Standards Subcommittee of the EAPA
Professional Practices Committee.
www.eap-association.org

the aftermath of the September 2001.
terrorist attacks have resonated with
employers, labor organizations, and
employees, resulting in both an expecCation of and demand for EA programs
and practitioners to help companies
and their workforces prepare for and
respond to the threat and occurrence
of such events.
Knowing when to debrief and
when to support. The essential best
practice for any EA practitioner is to
understand the continuum of the CISM
service delivery spectrum. Training is
available from the pioneers in the development of critical incident response
services, and such training and related
certifications should be the foundation
on which EA practitioners build their
disaster preparedness response capabilities. Best practice demands that EA practitioners be able to(1) understand the
varied response protocols available,(2)
identify the needs of the work organization and workforce during and after a
disaster,(3) match the most viable protocol to the specific work group, and (4)
appropriately and competently deliver
the service and follow up with vital
ongoing support. These tasks demand a
thorough understanding and practical
application of skills that can only be
developed by getting out from behind a
textbook and into the workplace.
Helping the organization prepare.
As the worldwide business community
continues to meet the challenges of
preparing for and responding to threats
and acts of terrorism, assaults in the
workplace, and natural disasters, the
opportunities for EA programs and practitioners are numerous. Best practice
necessitates that EAPs and EA professionals be at the table when work organ-

izations plan for such contingencies.
Whether engaged in "business continuity
planning," "continuity of operations
development," or other similar processes,
employers and their workforces are best
served when the EAP is involved in
these planning activities.
For example, something as simple
as communicating to the workforce during and after a disaster should not be left
to the organization's communications or
public relations department alone. An
EAP often has its finger on the pulse of
the workforce during a disaster and can
be a prime conduit to the organization's
leaders in guiding their communications.
The time for an EAP to position itself to
play this critical role is during disaster
preparedness planning and developmental discussions. The EAP can even begin
"inoculating" leaders, managers, and
union representatives against the organizational missteps that often occur during
disasters, when the emotional realities
and considerations of the workforce
often take a back seat to the logistical
needs of the organization.
Debriefing the debriefer. Lastly,
disaster preparedness in the workplace
demands that the EAP be prepared as
well. Best practice requires that the EAP
have its own disaster response and business continuity plan in place. Whether
relocating to an alternate operational site,
backing up critical records and operational systems, or supplementing existing staff during times of heightened disaster response demands, each EAP must
develop, test, and evaluate its capabilities
along these dimensions. Every EAP also
should have a plan to debrief its own
debriefers—in short, to take care of its
EA professionals.
LET US HEAR FROM YOU
As always, we want to hear about your
best practices. What are you doing as
part of your disaster preparedness
activities? Contact us at bern.beidel@
mail.house.gov or kbrennan@4continuum.com and let us know how you and
your EAP are responding to this issue.
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GUIDE HELPS EMPLOYERS
CHOOSE HEALTH PROMOTION,
PREVENTION PROGRAMS
The National Business Group on Health
has updated its Employer's Guide to
Clinical Preventive Services, an online tool
designed eo help employers develop and
implemene prevention and health promotion programs and translate research
evidence on clinical preventive services
(such as screenings and counseling into
business jargon.
The guide comprises six sections,
including one that lists helpful resources
and another that contains promoeional
materials. The "Clinical Service
Recommendations and Strategies" section includes 64 translations of clinical
recommendations. Each translation provides agrade for the recommendation
based on the strength of clinical evidence and the overall net benefit of the
service; the translations also include cost
data when available and programmatic
ideas for employers. One of the translacions addresses alcohol and substance

abuse, while another covers depression.
To download the guide, visit businessgrouphealth.oig.

REPORT DETAILS IMPORTANCE
OF VALUE IN EMPLOYERS'
HEALTHCARE DECISIONS
A 26-page report that describes the
extent to which employers consider the
potential value of their health-based
policies and interventions is available
from the American College of Occupational and Environmental Medicine.
The report, How Companies Consider
Value in Health Policy and Design, is based
on a survey of approximately 175 senior
leaders at U.S. companies conducted in
the spring of 2004. The survey asked
about factors related to health-based
decisions, policies, and programs from
the following perspectives:
• To what degree are employers considering the potential value (reduced
absence or improved productivity) of
policies and interventions?
• How important are value-focused

e-DependentCare~

outcomes compared to direct healthcare costs?
• Whae types of value-focused activities
do employers implement most cominonly?
The survey also investigated the factors that affect decisions, such as beliefs,
professional background, accouneabilities, and internal decision-making
processes. When presented with five
statements and asked to choose a philosophy chat most closely resembles their
own, respondents selected the following:
• Keeping employees healthy is crucial
co business success. It is our duty to
keep them safe and well(47 percent).
• Employees are responsible for their
own health. Our job is to provide
tools to let them do that, without dictating how to live their lives (35 percent).
• Health is one component of human
capital If we compensate them for
their work, they will value their
health (13 percent).
To view the report, visit acoem.org.

EAPA is proud to announce a valuable new service
for its members and the profession:

Work-Life Services &Integration
HIPAA Compliant &Masters Level

Telephonic/Web Based Resources &Referrals
* Child Care *Elder Care *Spousal Care '`
* Family
Education *Work *Daily Life
*Financial "Legal *Health &Wellness
* Concierge Services '"
Affordable, Seamless, Integrated &Customized
Complete with Marketing, Promotion &Training
Plus No Start-up Costs
* Provided exclusively to EAPs

800-446-2206
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EAPCAREER CENTRAL
Now employers looking to fill EA positions and EA professionals looking for career advancement have a powerful, targeted, efficient way to find each other—anywhere in the world!
• No more having to rely on "asking around."
• No more will EA employers have to rely on inefficient
general advertising.

EAP Career Central offers real time job and
resume posting at www.eapassn.org.
At EAP Career Central, EA professionals can:
Post resumes (anonymously if desired) •Set up automated
"job search agents" •Search and review job postings •
Apply online for positions of interest
Employers of EA professionals can:
Post jobs in real time from the desk top •Conduct confidential searches of the resume database •Track activity
online to measure recruitment advertising results
For more information, please contact Katie Borkowski at
ppsmgr@eap-association.org or (703) 387-1000, x315
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Help your employees with
freedom from credit card debt
Services Include:
• Confidential budget analysis at no cost
b~~ certified credit counselors
Complimentary
•
enrollment for all
participants
• Complimentary 1Vloney management
certification program
• Preferential services with live counselor
transfer
• ~ducltional workshop programs &
training
• 24-hour account access

We've got hundreds of low cost products to help you
promote your program — imprinted with your
company name, logo and message
Call for Free Catalogs or Search Our Website
1-800-881-5880 www.xpressionproducts.com
Paul Kelly, President
Xpression Products, Inc.
PO Box 39
Wauconda, IL 60084

AMERICAN CONSUMER CREDIT COUNSELING
A I~urltrtg pr•onidor o~~ firranc-ial education a~2rl
ci°edit cotriz~•eliiz~ services since 1991

EAPA MEMBER SINCE 1977

Now Available on DVD!
:i ~, ,; ;
i

~'
u~^~ .~

,

•

•

, ,

This best-seller is a training, orientation
prevention
package all in one. Use the DVDs
and
EAP Today: Orientation
Non-Union: Item #2004)
Orientation gives viewers the basics of employee
assistance —who it's for, how it works and its
purpose. Actual client success stories inspire viewers
to use the EAP. 12 minutes
Union version on DVD: Item #2005)

EAP Today: Supervisor Training
Item #2006)
Supervisor Training helps educate supervisors on
ways to overcome their five biggest objections to
referring an employee to the EAP. 13 minutes

EAP Today: Self Referral
Item #20071
Self Referral features real-life intervention techniques
and demonstrates the effectiveness of early self
referrals to the EAP. 15 minutes

Complete DVD Library
Includes all three presentations
~

Item #2002) only

$359

Plus $24 Shipping &Handling

Any two presentations — $269
Any one presentationon — $149
—also available on VHS —

CALL 1-800-453-»33
— NO-RISK GUARANTEE —
If you're not completely satisfied with any product,
return it within 15 days for a full refund of the purchase price!

INK!
T~
O~
EAPA's 2005
Annual Conference

Philadelphia, PA
October 15-17
Pre-conference training: Oct 13-14

Revolutionary Thinking:
EA Meet'ing Expanding Needs

~w
'~J

Learn best practices, new ideas, trends
Network with EA professionals from around the world
Experience the energy and excitement of Revolutionary Thinking

1 N'1' fi I< N A'1' I (] N A 1.

gyp- Employee Assistance
.~SS~~:~~-r,o~. Professionals Association

2005 ANNUAL
CONFERENCE
To Do:
t/ inter it into your PDA
t/ Put it in your budget
r/ Check out the details at
www.eapassn.org
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Jodi Jacobson Frey, PhD
University of Maryland
School of Social Work,
525 West Redwood Street
Baltimore, MD 21201
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