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Looking Back,
Growing Forward
by ~~~ x~~~ey, ~,~n

n December 7, nearly 500
World War II veterans gath-
ered in Hawaii to remember

their comrades who died when Japanese
airplanes bombed the U.S. Navy's Pacific
fleet 65 years earlier. Many of them
commented that it would be their last
trip to Pearl Harbor—they are in the
eighties and nineties, and few expect to
be alive on the 70th anniversary of the
attack. As they die, the living memory of
Pearl Harbor will die with them.

It has now been five years since the
September 11 attacks, and a new gener-
ation of survivors and witnesses is carry-
ing memories of that day. For this gener-
ation, the impact is felt not just at home
but at work. The terrorist attacks,
though politically motivated, targeted
workplaces-60 businesses at the World
Trade Center lost, employees, and one
firm, Cantor Fitzgerald, recorded more
than 650 employee deaths. In the weeks
and months afterward, interest in and
demand for EAP services reached levels
not seen before or since.

The attention devoted to EAPs after
September 11 was welcome, but in ret-
rospect, did we take full advantage of it?
What lessons did we learn from those
difficult weeks and months? What did
our customers learn about EAPs? And
what impact did September 11 have on
EAPs outside the United States, in coun-
tries that were not directly affected by
the attacks?

This issue of the Journal offers sev-
eral perspectives on how the events of
September 11 have changed the work-
place and challenged EAPs to assist
employers and employees in new ways.
One article describes how the terrorist
attacks heightened suspicions of Mus-
lims and people of Middle Eastern

Fv~ont Desh

descent and discusses how EAPs can
help mitigate these concerns and
encourage greater tolerance of, and
respect for, workers of different back-
grounds and beliefs. Another article
details how EA professionals and other
caregivers who respond to large-scale
disasters risk exposure to compassion
fatigue and offers recommendations on
how to detect and treat it. A third article
posits that September 11 raised the pro-
fi~e of EAPs and reminded employers
just how much service and value they
provide.

Some of the most interesting per-
spectives on September 11 are from EA
professionals outside the United States.
On the European continent, the
September 11 attacks had minimal
impact on EAPs and their clients.
Though the attacks shocked the general
public and contributed to a general
sense of unease, most workplaces in
Europe went about their business as
though nothing had changed. But Kate
Nowlan, an EAP provider in London,
writes that the September 11 attacks
gave advance notice to employers in her
country—and the July 2005 subway
bombings forcefully reminded them—of
the need to consider the psychological
impact on workers when. developing
business continuity plans.

In addition to the theme articles,
this issue contains information on other
topics of interest, such as the impact of
workplace romances on workers' per-
formance and productivity, the value that
effective public relations can bring to an
EAP, and the symptoms of, and treat-
ments for, seasonal affective disorder

(SAD). This issue also includes excerpts
from five of the more than 45 presen-

tations at the 2006 EAPA Annual

Conference. If you didn't attend the con-

ference, be sure to visit EAPAs Website

and read the conference diary, which will
give you afirst-person glimpse of some
of the many educational and professional
opportunities that were available in
Nashville.

I hope the new year brings you
many promising opportunities, and I
hope the articles in this and every issue
of the Journal provide you with informa-
tion and resources to take full advantage
of them. As always, I welcome your
ideas on how to improve the Journal so
it meets and exceeds your needs. ■
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Managing Romance in the Workplace
Rather than trying to prevent workers from starting romantic relationships

with each other, employers should develop policies to help workers manage

workplace romance can be
defined as some form of inti-
mate relationship between two

employees who have both e~ressed
their romantic feelings in the form of
dating or other intimate association
(Mainiero 1986). Surveys conducted
both in the United Kingdom (e.g., Top
Sante 2001; ~vlonster.UK 2006) and in
the United States (SHRM 2002) high-
light the frequency of workplace
romances and relationships.

For example, the law firm Peninsula
(2002) found that 79 percent of its
1,274 U.K. employees had engaged in
a workplace romance, while Portfolio
Payroll (2002) learned that seven out of
ten workers had fraternized with a col-
league at some point in their career.
Similarly, the "U.S. Office Romance
Survey" by Vault.com (2003) reported
that 47 percent of workers had partici-
pated in a workplace romance.

When e~loring why individuals
engage in workplace romances, reasons
can be extrapolated across interdiscipli-
nary areas. Theories of attraction play a
vital role in explaining the development
of romances, and social psychology
points out the strong link between prox-
imity, familiarity, and attraction,

The mere exposure effect (Zajonc
1968), for example, suggests that indi-
viduals who work in close proximity to
one another are prone to developing

Ghantal Gautier is a
senior lecturer at the
University of Westminster
In London. She can
be reached at
gautiecC~?wmin, ac. uk.

these relationships.

interpersonal relationships more fre-
quently than are those who do not work
side by side (Anderson and Hunsaker
1985). A great deal of research in social
psychology puts forth "similarity"—that
is, similar beliefs, attitudes, education,
and background—as the root of attrac-
tion between people (Newcomb 1956;
Shaw 1971). Add Sternberg's Triangle of
Love theory (1986), with its different
components of love (intimacy, passion,
decision-making, etc.), and it is not hard
to grasp why workplace romances occur.

Sociological factors also have con-
tributed to the increasing prevalence
of workplace romances. Long working
hours and organizational demands
(Schor 1991) could well encourage peo-
ple to socialize within the workplace,
because people are spending increasing
amounts of their time at work (Pierce et
al. 1996). In addition, employers tend to
recruit individuals on the basis of per-
son-organization fit (e.g., Fisher 1994),
suggesting that the mere sampling of
like-minded people could explain how
the similarity and familiarity effects come
into play so strongly at work. Thus, it
could be argued that the recruitment
practices currently used by organizations
indirectly contribute to the development
of workplace romances.

All in all, would it be bold to pro-
pose that organizations unwittingly are
accountable for creating the "perfect
playground" for relationships to flourish?

UNWRITTEN
Organizational culture, attitudes, and
beliefs also play an inherent role in the
way companies conceptualize, tolerate,
and manage workplace romance activity.
Earlier workplace ronnance literature

focused on managers' and co-workers'
perceptions of others' relationships at
work to understand and define the
workplace romance phenomenon
(Brown and Allgeier 1996; Devine and
Markiewicz 1990; Karl and Sutton 2000;
Foley and Powell 1999). This early
research found that hierarchical relation-
ships were seen as negative (Brown and
Allgeier 1996), a viewpoint still common
today-57 percent of workers consider a
workplace relationship unacceptable
when it involves either an employee dat-
ing aboss, an employee dating upper
management, or a manager dating a sub-
ordinate (Vault 2003).

Favoritism (Quinn 1977), loss of
credibility, gossip, hostility among co-
workers (Devine and Markiewicz 1990;
Rapp 1992), and impact on productivity
(e.g., Pierce et al. 1996) are all perceived
as negative consequences of workplace
romance activity. An ongoing study by
Gautier (2006), however, has found that
productivity declines only when relation-
ships end and couples are unable to put
their differences aside but must continue
to work together. The following com-
ment is typical:

"Umm, the time I knew that the
relationship had ended, I started
to get very ill. I was physically as
well as emotionally unwell. My
performance did get worse. I really
lost the plot, actually."

Anderson and Hunsaker (1985),
Lobel et al. (1994), and Mainiero (1989)
support this view, finding that produc-
tivity levels do not always drop. In fact,
those involved in a workplace romance
often appear to be happier at work,

www.eap-assoclation.org 1st Quarter 2007 •Journal of Employee Assistance • 7



enthusiastic, motivated, and above all
determined to alleviate line managers'
fears that their workplace romance will
have a negative effect on work.

Still, the common perception of
workplace romances appears to be
mainly negative, to the extent that a
minority of work organizations have
banned them altogether. In the United
Kingdom, appro~.itnately 20 percent of
employers have some type of policy on
how to manage workplace romances
(wwwhrlawco.uk 2003). Staples, the
office retail supplier, maintains a non-
fraternization policy that can lead to
dismissal and resignation if breached
(Cropper 1997). Lloyd's of London also
has anon-fraternization policy, with
transgressions leading to possible trans-
fer but not dismissal.

The Uault.com 2003 survey revealed
that 36 percent of workers were not
aware of any existing romance policy.
In an earlier survey of U.S. human
resources professionals (SHRM 2002),
72 percent of respondents admitted to
not having a policy addressing work-
place romance. More worryingly,
14 percent claimed to have some form
of "unwritten understanding."

The nature of "unwritten under-
standings" is not always straightforward,
making it difficult for those romantically
involved to interpret exactly what they
can and cannot do. Trying to make sense
of these "understandings" may force
individuals to socially construct what
they perceive as culturally acceptable
within their organization, leaving many
unclear as to what is tolerated and what
is not (McLean et al. 1998).

DIFFICULTIES OF'LOVE CONTRACTS'
Ina 2006 survey, 31 percent of employ-
ees--compared with just 9 percent of
human resources professionals—felt
their companies' policies were mostly
intended to prevent workplace relation-
ships. Fear of sexual harassment claims
is a key reason that human resources
professionals wish to prohibit workplace
romance activity or at least discourage
it (SHRM 2006).

For example, Delta Airlines and
Johnson ~ Johnson have guidelines that
prohibit relationships between supervi-

sor and subordinate (Overman 1998).
Other U.S, organizations have started
using so-called "love contracts" or "con-
sensual relationship contracts" (SHRM
2002) spelling out that a relationship is
mutually agreeable and consensual and
that, if and when it reaches a breaking
point, both parties are to resolve any dis-
putes and avoid accusations of a sexual
harassment nature. In turn, the contract
is supposed to protect those involved
from dismissal, demotion, or transfer.

Perhaps the central
concern for employers is
not to thwart workplace
romances but to manage

them wisely.

This solution is not without difficul-
ties. Clarke (2006), for example, ques-
tions whether the U.K. Employment
Equality (Sex Discrimination) Regu-
lations of 2005, along with recent inter-
pretations of [he Sex Discrimination Act,
truly protect women in a workplace
romance from accusations of a sexual
harassment nature or continue to leave
women vulnerable to harassment and
other forms of unacceptable behavior
following the termination of the
romance. According to Powell (2001),
women in lower positions continue to
receive more punitive measures (e.g., job
transfer and dismissal) than do men.

ARE WORKPLACE ROMANCES POLITICIZED
A discussion of whether employers have
a right to decide with whom we frater-
nize and who we should avoid raises
important questions. First, should organ-
izations be allowed to prohibit romantic
activity in the workplace to protect their
own interests? The early research in this
area suggests relationships have a nega-
tive impact on the workplace, but more
recent work presents a more complex
picture.

Second, should workplace activity
be legislated? Is it realistic and, if so,

what would it achieve? Finally, could

workplace romance policies be consid-

ered adirect violation of individual

rights? The issue of individual rights is a

complex one, and employers walk a fine

line trying to protect their own interests

while not impinging on their workers'
individual freedoms.

Perhaps the central concern for
employers is not to thwart workplace
romances but to manage them wisely. In

so doing, the challenge is to strive for a
balance between the following:
• Promoting a culture that understands,

recognizes, and acknowledges the
development of workplace romances;

• Developing a report, readily accessi-
ble to all members of the organiza-
tion, that discusses the pros and cons
of workplace romance activity;

• Maintaining a workplace atmosphere
flexible enough to allow and trust
people to make decisions about their
relationships, particularly when issues
of hierarchy, reward, and productivity
come into play; and

• Implementing support systems to
help resolve issues between workers
coping with the aftermath of a work-
place romance.
The emphasis of the support sys-

tems is on empowerment. Individuals
experiencing abreak-up ought to feel
that they are still "in control," and for
this reason support systems should be
in place to help facilitate this process.
Human resources professionals, man-
agers, and supervisors alike ought to be
trained to understand the mechanisms
of why and how workplace romances
develop and to discreetly address and
facilitate any problems arising from
workplace romances.

CAPTURING THE ROMANTIC EXPERIENCE

Workplace romances are a part of orga-
nizational life, and prohibiting them will
not solve any of the associated problems
or make them fade away. Qualitative
research methodology is about capturing
the e~erience and realities of individual
accounts, yet most workplace romance
literature focuses on managers' and co-
workers' perceptions and the problems
that organizations and managers face
when confronted with these issues.

The author proposes that capturing

8 •Journal of Employee Assistance • 1st Quarter 2007 www.eap-association.org



the thoughts and feelings of those cur-
rently (or previously) involved in a rela-
tionship at work will add new perspec-
tive to current thinking on managing
workplace romances. A guide to facilitat-
ing workplace relationships that consid-
ers the needs of a broader group of
stakeholders will surely better protect
the full interests of the organization-

Workplace romances are
a part of organizational

life, and prohibiting them
will not solve any of the
associated problems or
make them fade away.

including the productivity and well-
being of employees experiencing the
highs and lows of a relationship in
such a closed environment as the
workplace. ■
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Addressing Seasonal Affective Disorder
About 20 percent of the U.S. population suffers "winter doldrums."

Employers can take some simple corrective measures to prevent adverse
effects on personal lives and work productivity.

inters challenge our mood
state, levels of alertness and
energy, and ability and

motivation to initiate and complete
work. Lamentably, these challenges
occur at the same time work pressure
often increases on its own seasonal
cycle. The problem is worse in the
northern half of the United States and
in Canada and at equivalent latitudes
in Europe and Asia.

It is not simply the cold weather
that causes these problems. Importantly
(but not intuitively), a major factor is
the long winter night.

As a psychiatry researcher, I have
focused on the most serious cases of sea-
sonal affective disorder (SAD), in which
we see annual recurrences of major clin-
ical depression that remit spontaneously
in spring. Patients with SAD become
dysfunctional for up to five months of
the year. This dramatic, even devastat-
ing, change may affect only 3 to 5 per-
cent of the population, but another 15
percent suffer winter doldrums that look
much like SAD and also significantly
impair functioning.

Patients with SAD can sense a grad-
ual onset of symptoms weeks or months

Michael Terman is direc-
tor of the Center for Light
Treatment and Biological
Rhythms at New 1'ork-
Presbyterian Hospital
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'' lighttherapy) and profes-

sor of clinical psychology
'~ at Columbia University's

College of Physicians and Surgeons. He also
serves as president of the Center for Environ-
mental Therapeutics (www.cetorg) and director
of clinical chronobiology at the New York State
Psychiatric Institute (www.lightandions.org).

before depression hits. They will find it
harder to wake up in the morning rela-
tive to summer (total sleep time can
increase by hours) and harder to get to
work on time, and they will e~cperience a
feeling of fatigue throughout the day that
worsens toward afternoon and evening.

Dietary preferences will change rela-
tive to summer, with patients craving
(and eating) carbohydrates, whether
they are the "healthy" or ̀ junky" kind.
Coupled with the physical slowdown,
this is a formula for weight gain. A 10-
20 pound weight increase is common,
weight that is spontaneously lost come
late spring and summer.

After several weeks of such physical
symptoms, depression arrives. Patients
complain equally of distressed mood
and "anhedonia," defined as a loss of
interest or pleasure in normal work and
home activities and often marked by
guilt-ridden procrastination, impaired
concentration, and increased use of per-
sonal time or sick days. In the social
domain, the individual reduces contact
with co-workers and friends and, in the
extreme, with family. Sex drives can
plummet; as one patient said, "I become
sexless." A diffuse anxiety hovers,
although it is not the agitated state we
see in other depressions—with SAD, it
is lethargy that becomes overwhelming.
These problems typically peak right after
the winter solstice and are worst in
January and February.

The same scenario applies to the
winter doldrums, or subsyndromal SAD

(sub-SAD), but in chat case the severity
of the mood swing falls short of a diag-
nosable major clinical depression. People
with the doldrums can struggle effec-
tively to cope, but they are still slowed

and report feeling miserable far the
duration. The physical symptoms of
sleepiness (with longer sleep), daytime
fatigue, and food cravings can be just as
severe as for people with SAD.

A third seasonal subgroup, which
my colleagues and I have named sea-
sonal atypical neurovegetative syndrome
(SANS), has only recently been identi-
fied. As the French sans implies, these
people lack signs of depression, al-
though their sleep, energy, and appetite
resemble those of patients with SAD. By
far, however, sub-SAD with mood dis-
turbance is the most common variant.

TREATMENT OPTIONS
The "lucky" things about SAD, sub-SAD
and SANS are that sufferers can be fully
confident that the problem will pass,
usually in early May, and that symptoms
can be reversed quickly by taking some
simple measures at home. Interventions
in the workplace are not a priority,
which is not a bad thing. Workers may
be sensitive about revealing their suscep-
tibility to seasonal disorders and can
better preserve their privacy at home.

Bright light therapy. The goal of
bright light therapy is to combat the ill
effect of the delayed winter sunrise by
introducing supplemental artificial light
upon waking. The light usually is deliv-
ered at a level of 10,0001ux, which
matches early-outdoor daylight intensity
in spring. Many "seasonals" find that just
30 minutes of exposure to a specialized
white-light device is sufficient. One does
not look into the light—rather, one
reads a newspaper, eats breakfast, or
uses a laptop computer while positioned
beneath the light box.

The cost of light boxes has fallen
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in recent years, to about $200. Accom-
panying the price decline has been a
proliferation of untested light boxes
(many of them marketed on the inter-
net); coupled with a lack of federal stan-
dards for safety and efficacy. The non-
profit Center for Environmental
Therapeutics (CET) lists criteria for
light box selection on its Website
(wwwcet.org). Employers would be
well advised to review these criteria
before investing in light boxes.

Using light therapy without supervi-
sion requires care, especially in choosing
the ideal time for morning exposure.
Depending on a person's "internal clock"
(the circadian rhythm of the nervous
system), effective timing can vary by
hours from one individual to the next.
The CET offers an individualized recom-
mendation with its online Automated
Morningness-Eveningness Questionnaire
(AutoMEQ).

Dawn simulation. The burden of
undergoing daily light treatmenC sessions
before work is being addressed by more
recent technology that simulates a grad-
ual springtime sunrise in the bedroom
during the final hours of sleep. The clini-
cal data are still limited, but they indi-
cate similar efficacy to post-awakening
bright light therapy. A critical feature of
this technology is the presentation of dif-
fuse light across the entire area around
the pillows. Commercialized, low-end
"dawn alarm clocks" are insufficient.

Negative air ionization. A novel,
non-photic intervention uses standard
air purification technology but applies
it in a new configuration. Home and
workplace environments tend to have
low negative air ion balance,. especially
in winter (due to heating, low humidity,
and centralized air circulation). Five
clinical trials have shown that daily
exposure to an electronic ionizer for
30-90 minutes gradually lifts mood
and energy and improves sleep quality.

The ion concentration produced by
an ionizer is far higher than is produced
by standard home air cleaners. Another
advantage of ionizers designed specifi-
cally for depression treatment is the
presence of a conductive wrist strap or
bed sheet (for use during sleep) that
directs the ion flow co the patient. The

www. eap-assoc i ation. org

ions themselves ire imperceptible, which

mattes this u-eatment innocuous. This
technology may be applicable to the
workplace, since the timing of ion expo-
sure does not appear to be critical.

Medication. A variety of antidepres-

sant drugs may help SAD patients, but
they require a prescription, produce vari-

ous side effects, and take longer to show
improvement than the therapies already
discussed. Bright light therapy is the
first-line intervention for SAD and, by
implication, for sub-SAD and SANS.
When light treatment fails or provides
only partial relief, the addition of med-
ication is warranted.

Aerobic exercise. In my clinical
experience, about one-third of patients
with SAD respond significantly, but tran-
siently, to aerobic workouts. One can
even see a complete, instantaneous
reversal of symptoms, but relapse occurs
within 1-2 days unless the regimen is
repeated daily. Providing treadmills and
other aerobic equipment at the work-
place might provide benefits, though
people with depression typically lack
the motivation to exercise.

RECOGNIZING SEASONALITY

A major challenge for both employees
and employers is detecting and recogniz-
ing disabling seasonality. Many people
attribute other causes to their symptoms,
such as stress, ,overwork, or the weather;
others deny their symptoms for fear of
learning Chey suffer from depressive ill-
ness (this is most common among men).
Many people endure the symptoms,
some nearly unbearably, in anticipation
they will end in spring.

A critical issue is assessing the sever-
iry of a seasonality disorder to determine
whether to consult a mental health pro-
fessional (for major clinical depression)
or to attempt self-treatment (for sub-SAD
and SANS). Individual sufferers will not
know how to make accurate self-diag- ,
noses. The CET provides assistance in
this area with two additional online
instruments, both administered confi-
dentially and anonymously.

(1) The Automated Personalized
Inventory for Depression and SAD
(AutoPIDS) scales a person's symptom
history for evidence of major clinical

depression, seasonal patterns, and winter
worsening of atypical neurovegetative
symp[oins. The respondent receives an
immediate, individualized assessment
that guides toward professional interven-
tion when indicated.

(2) One's current level of depression
is scaled by the Automated Structured
Interview Guide for the Hamilton
Depression Scale (AutoSIGH), which
enables a respondent to gauge his or her
symptom pattern against established cri-
teria for a depressive (or subclinical)
episode. For people who lack access to,
decline, or resist mental health services,
the AutoSIGH printout with individual-
ized feedback may substantially assist an
employee assistance professional or
physician in recommending treatment.

THE AWKWARD ROLE OF EMPLOYERS

Even with an EAP available for confiden-
tial consultation, most employees will go
to considerable lengths to avoid being
identified as suffering from a mental ill-
ness. Many people blame themselves for
their depression and will hide it from
doctors and family members.

Seasonality may best be confronted
by calling attention to the common
physical symptoms of fatigue, difficulty
in awakening from sleep, and cravings
for junk foods and offering a treatment
apparatus (without diagnostic question-
ing) along with CET's guidelines for use.
Employers could make important head-
way by sending a supportive annual
message to all employees recommending
thaC they access the user-friendly infor-
mation on CET's extensive Website and
complete the AutoPIDS, AutoSIGH, and
AutoMEQ analyses.

For employers that monitor work-
ers' Web usage, it is important to coach
employees to use home or local library
computers to ensure confidentiality and
anonymity. In this way, the employer
acknowledges the prevalence of a popu-
lation-wide problem and demonstrates
concern for employees' well-being. ■
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Using Public Relations to
Communicate EAP Value

Successfully "pitching" articles to media outlets can help EAPs demonstrate
their value and position their employer clients as a "Best Place to Work."

inployee assistance professionals
must continually communicate
and prove their value—not just

this month or next, but at regular inter-
vals. This responsibility is especially
imperative in a business climate where
every service provider needs to demon-
strate return on investment.

To business executives, EAP value
is defined by the correlation between
program services and workforce produc-
tivity. To employees using the EAP, it's
defined by the efficacy of the counseling
and the speed with which the individual
is able to mitigate or remove barriers to
performance and personal well-being.

EAPs typically use several commu-
nications vehicles to convey their value,
from utilization reports geared to senior
management to brochures, e-mails, and
human resources (HR) intranets targeted
to workers. However, few EAPs use
standard public relations to communi-
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cheC~?backboneinc.com ormichelerQback-
boneinc, com.

cate—indeed, to validate—their business
model and the efficacy of the services
they provide.

Effective public relations—meaning
broad, sustained, and positive media
coverage—can be beneficial to both
external EAP vendors as well as internal
programs. For an external EAP, public
relations provides a vehicle for obtaining
third-party validation of its services, pro-
grams, or business model, which can go
a long way in establishing credibility
with prospects. Indeed, we've found chat
many work organizations vetting outside
service providers often visit the service
provider's media page to gauge press
coverage and read what others are
saying about it.

For those who manage internal pro-
grams, media relations can be used in
ways that are just as beneficial. First, it
can raise awareness of a company as a
"Best Place to Work." A favorable write-
up in a newspaper or magazine about a
company's EAP or a particular service it
offers is an effective way to get the word
out to the workforce and can also be a
great recruitment tool.

For example, offering services that
help balance work/life issues can offer an
edge in recruiting and retaining desirable
workers, as it highlights the value that
the company places on the health and
well being of its employees. That's why
it's important for companies to commu-
nicate that message to current and
potential employees so they better
understand the value of EAP benefits
and how to get the most out of them.

Of course, EAPs need to be discern-
ing about the information they choose to
publicize. Likewise, client confidentiality
must also be a key consideration before

pursuing any public relations initiative.
Confidentiality concerns aside, it's not
always easy to gain a client's approval to
use his/her name for a press release or
case study.

However, clients need to under-
stand that their use of an EAP is, in fact,
a positive reflection on their workplace

The goal of applying
PR best practices to EAP
communications is to help
EA professionals reach
their intended audience,
make an impact, and

spark action.

culture. In other words, using an EAP is

simply an acknowledgement of the

increasing difficulties employees face in

balancing work and family issues and
addressing concerns that can affect pro-

ductivity and performance. EAPs are

becoming common fixtures of the busi-

ness landscape, and organizations will

want to showcase their forward thinking

in having effective programs in place.

UNDERSTANDING PUBLIC RELATIONS

Public relations (PR) is often misunder-

stood—when it is understood at all.

Ironically, it is public relations itself that

could use better PR. To some, public

relations, or "spin," is synonymous with

propaganda.

At its roots, public relations is about

image and credibility. A PR professional

is charged with projecting an organiza-
tion's image and serving as its public
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voice. The PR practitioner typically inter-
acts with influential third parties—media
and analysts—whose opinions and pro-
nouncements shape perceptions and
influence decisions. Effective PR (as
opposed to propaganda) aims to estab-
lish credibility. It is not about "spinning"
or obfuscating or misleading; it is about
framing information or, if you will,
shaping a narrative that tells your story
in the most compelling manner possible
in order to deliver a message that gets
attention and leaves the desired im-
pression.

Today's EA professionals are simi-
larly tasked with the challenge of com-
municating their message (or value) to
clients and management. The goal of
applying PR best practices to EAP com-
munications is to help EA professionals
reach their intended audience, make an
impact, and spark action.

It's also important to differentiate
public relations from marketing. There
are ways for an EAP to use PR to spread
the word about its success without cross-
ing the line into marketing, which often
has implications of self-promotion. The
case study presented in this article
demonstrates clearly how effective PR
can help an EAP differentiate itself and
its services as newsworthy.

USING BEST PR PRACTICES

The "mechanics" of media relations—
reaching and connecting with the
media—require persistence and the abil-
ity to tailor a message in such a way that
it stands out from the dozens, even hun-
dreds of story pitches the average editor
receives on a weekly basis. The competi-
tion for an editor's attention is fierce, so
it's critical that your story sound com-
pelling, have a unique angle, and be
timely, perhaps by relating to an emerg-
ing trend or a new study or item in the
news. The query (another name for the
story "pitch") must communicate its
value quickly, since editors typically
read the subject of the query and the
lead sentence to determine if the
proposal is worth pursuing.

Grabbing a busy editor's attention
when you have perhaps 35-50 words
to do the job is a pretty stiff challenge.
So, too, is sustaining a steady drumbeat

www.eap-association.org

of company communications, which is
an important—indeed, indispensable—
part of raising broad awareness (in fact,
this applies to media relations just as it
does for communications directed at
management and end-users). However,
if your goal is to spark editorial interest
that leads to an interview and/or story,
you need to be selective in discerning
what is truly newsworthy.

A well-coordinated,

focused media program

can go a long way in

validating your business

model and the efficacy

of your services.

On any given day, editors are bom-
barded with hundreds of press releases
and pitches that vie for their attention.
Ultimately, a press release or query will
either be lost in the daily avalanche of e-
mails or land a coveted spot on a publi-
cation's editorial calendar as the focus of
a feature story, the topic of a product
review, or the subject of an interview
with an "evert source."

But how, exactly, do you get editors
to sit up and take notice of your mes-
sage? You need to put the "news" in a
news release by providing editors with
timely and targeted information they can
use to fulfill their obligation to their
readership to deliver relevant and practi-
cal articles that help them succeed.

Held to this standard, many press
releases are not newsworthy. Consider
the news release that announces the
appointment of a key individual in a
company. In all likelihood, the an-
nouncement will be relegated to the
back pages of a publication, grouped
with other similar items.

So, why bother sending it out?
Because you have to keep your eye on
the big picture. Press releases serve to

boost company recognition among your
target audience: editors. You need to
build and maintain awareness of your
company and its products and/or serv-
ices. In other words, you need to make
sure that media contacts know you're
a "player."

Consistent communications is the
building block of every PR campaign. In
addition, each press release should serve
as a jumping-off point—a channel to
offer to arrange an interview, send addi-
tional information, or schedule a product
demonstration.

Successful public relations does not
happen overnight; it's a process of build-
ing relationships over time. Editors need
to know they can depend on you to con-
sistently deliver a bylined article or an
expert source to comment on an indus-
try trend. They need to know you're
always on time and on target.

Simply put, an effective media rela-
tions program or approach will—
• Establish and enhance your reputa-

tion;
• Affirm your company's authority in its

given industry or field;
• Profile your company's brand, serv-

ices, and/or products among target
audiences;

• Create new business opportunities;
• Improve staff morale; and
• Promote sales.

CASE STUDY: A GLOBAL EAP

Workforce performance and productivity
issues obviously don't stop at national
borders. Multinational organizations
with locations around the world must
not only provide EAP resources to work-
forces in multiple locations, but also do
so to employees from diverse cultures,
religions, and races.

Chestnut Global Partners wanted to
gain exposure for its innovative EAP to
attract new business among U.S.-based
multinationals. As a corollary benefit,
Chestnut hoped to shore up relations
with existing clients, particularly those
with offshore locations. Working on
behalf of Chestnut, our goal was to raise
awareness of the firm's innovative service..
model, which combined centralized
management and quality control with
"in country" resources provided by local
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IDENTIFYING SUBSTANCE USE DISORDERS

~~~ The SASSI—brief, empirically validated~;,~: ;

screening for substance use disorders
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~j +New Spanish SASSI now available

Early identification saves lives.
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service providers.

Our strategy was to issue a series of

press releases and media queries, sup-

ported by a white paper, that introduced

Chesnut's model and described how it

addressed typical EAP challenges as well

as an unmet need—in this case, the

growing number of expatriates and local

workers employed by multinationals

and for whom EAP services were either

unavailable or poorly deployed. Existing

out-of-country EAP services seldom

account for cultural differences and

often impose a U.S. model on all loca-

tions. In some cultures, seeking assis-

tance is in itself a risk e~osure and

is frowned upon.

After some three months, this

approach resulted in bylined articles,

including a client case study that

appeared in several prominent trade and

general publications. The resulting arti-

cles were posted to Chestnut's Website,

excerpted in an e-mail to its customer

and prospects, and reprinted as market-

ing collaterals (e.g., press kits). Chestnut

successfully raised awareness of its inno-

vative business model and received all-

important media validation, which

enabled the firm co expand existing rela-

tionships and resulted in a succession

of inquiries from interested human

resources administrators at several

prominent multinational firms. In addi-

cion, the multinaCionals featured in some

of the published stories used them to

promote their organization as a "Best

Place to Work," as it underscored their
efforts to tend to the needs of their
employees.

This case study demonstrates that
a well-coordinated, focused media pro-
gram can go a long way in validating
your business model and the efficacy of
your services. It can also make potential
clients take notice and prompt action,
give current clients renewed apprecia-
tion for your services (and shore up
their support), and enable organizations
using your services to promote them-
selves as progressive and employee-
friendly, which can only help in the
ongoing battle to recruit and retain
talent. ■
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EAPA's 2006 Annual Coy

October 6-8, 2006, Nashville, Ten

October 6: Day 1
Over 1,000 attendees from 28 countries
crowd into the Presidential Ballroom for
the official opening of the conference.
EAPA President Dotty Blum welcomes all
of us and introduces keynote speaker
Prudence Bushnell. Prudence describes
how in 1998, when she was U.S. ambas-
sador to Kenya, the embassy was
bombed by Al Qaeda. In a flash, 213
people died and over 5,000 were
injured. One quarter of the embassy
staff was dead, and another quarter
wounded. Faced with this overwhelming
situation, Prudence remembered the
words of advice from one of her men-
tors, "Take care of your people, the rest
will take care of itself," and used them as
a guiding principle during the difficult
months ahead. After her speech, I over-
hear an attendee say, "Wow, I am so
inspired—it was worth coming to the
conference just to hear this!"

October 7: Day 2
The afternoon finds me attending the
Research Roundtable to learn about
cutting-edge EA research projects from
a talented group of experts. Andy
Silberman of the Duke University
Personal Assistance Service presents
the results of a survey he conducted
titled "University EAPs: Critical Incident
Response." Dan Hughes, chair of the
EAPA Research Subcommittee, talks
about a study he did last year that
revealed that 60 percent of the 160
members of the New York City Chapter
were bom before 1964 and the average
age of the chapter membership was 54.
He asks everyone in attendance who
was born before 1964 to stand up—
and virtually the entire audience stands!
He urges attendees to think about how

we are going to communicate our
knowledge and pass the torch to the
next generation.

October 8: Day 3
Elementary School Principal Norina
Bentzel gives an intense and powerful
keynote address that many of us will not
soon forget. In 2001, a 52-year-old man
wielding a machete invaded her school
and attacked the staff and children in a
kindergarten class. Though severely
injured, Norina was able to wrestle the
attacker to the ground, saving many lives
in the process. Tragically, less than two
years later, an eighth-grade student
entered the same school system's middle
school and shot the principal, then com-
mitted suicide in front of hundreds of
horrified middle school students—some
of whom had previously experienced the
machete attack. To a hushed audience,
Norina then described the difficult and
harrowing journey back to a new "nor-
mal" that she and her school district
went through. Norma credited family,
friends, her church, her community, and
the school system's EAP with helping
them through an ongoing process of
trauma recovery. She provided important
tips on how to help people who have
e~erienced a critical incident. Perhaps
most importantly, she dramatically illus-
trated the lasting impact of trauma. We
gave her a standing ovation.

—From "2006 Online Conference Diary,"
by EAPA's Web editor,
Marina London.

Want to learn more about what
happened at the 2006 Annual Conference?

Read eaccerpts from five presentations
on pages 16-23.

www.eap-association.org 1st Quarter 2007 •Journal of Employee assistance • /,S



2 0 0 6 E A P A ANNUAL C O N F E R E N C E

Demonstrating EAP Value:
Preaching What We Practice
Presenters: lion Jorgensen, Ph.D., CEAl; cznd l~ncly Broolzc, LPC, CEAl'

« APs provide a lot of services for
organizations—counseling, crit-
ical incident response, support

for management, and many more. But
when it comes to being able to describe
how valuable we are to organizations,
we usually wind up saying something
like, ̀Well, here's how many people we
saw' and ̀Here's our utilization rate.'

This has cost us dearly in demon-
strating that we belong in the world of
work and not just the world of health
care, and in demonstrating that we pro-
vide true value to the organization. So
our company embarked on a process,
starting about two years ago, to look at
how can we change that dynamic—how
can we find a way to communicate what
we do and what we provide to organiza-
tions in real terms, but provide it in a
format that employers and human
resources managers will understand,
respect, appreciate, and want.

Starting this process put me in a
position—I didn't realize it at the time—
of the guy who decides to go to his
fiancee's father and ask for her hand in
marriage. The father says, ̀That's won-
derful. Are you ready to support a fam-
ily?' And the man answers, ̀Yes, I am.'
The father replies, ̀ Well, think carefully
now, because there are 12 of us.'

We had no idea what we were get-
ting into.

Now, some folks have asked us why
we're sharing this, because a lot of this is
proprietary and we've been very success-
ful with it. Frankly, we've been in this
field a long time. We know what John
Kennedy once said—that a rising tide
lifts all boats. We want to help raise the

Don Jorgensen is president and Randy Brooks is
vice president of the Jorgensen/Brooks Group of
Tucson, Arizona.

tide up. The stronger this profession
becomes at communicating effectively to
businesses, the better guarantee we have
of survival and growth. So that's why
we're doing this.

As I said, we looked at how to come
up with a different way to address the
two key questions that we wanted to
answer—how to demonstrate service
effectiveness and EAP value. If you
attended the research roundtable yester-
day, you heard Pat Herlihy identify, in
her very last slide, two key areas where
she'd like to conduct EAP research: iden-
tifying return on investment and demon-
strating the effectiveness of EAPs. Well,
guess what? The two areas of our focus
are demonstrating how an EAP can cal-
culate economic benefit and how to
demonstrate the effectiveness of EAPs.

One caveat—we did not conduct
research. We asked, ̀How effective is our
organization? What do we want accom-
plish, how well are we doing, and how
do we communicate it?'

And by the way, this approach is
not just for small EAPs; it works for any
EAP, large or small, internal or external.
It's all about calculating value, demon-
strating value, and communicating
value. Our industry has fallen into the
trap of trying to communicate value sim-
ply by utilization, so whoever can pro-
duce the highest numbers at the lowest
cost wins. The employees don't neces-
sarily win, but the contractor does.
We wanted to see how we can compete
fairly and demonstrate the value of all
that we do.

We started by looking at whether
there are software packages or database
companies that already provide a system
that would help us do what we wanted
to do. We couldn't find one. We have

some great software packages in our
field, but it's all metrics. It's all numbers.
They don't provide the business case that

- we can take out and communicate.
Our decision was to start at the end:

What do we want to communicate?
What do we want an annual report to
look like? So then we thought, let's look
at the kind of annual report we want to
create. We designed it, and then we
talked to our software developer about
creating a database to arrive at that end
point. He said, ̀It's a challenge, but I like
challenges, so let's get to it.'

Ic was painful. We made a lot of
mistakes along the way. We were asking
for things and our developer would say,
`No problem,' and then we'd find out
that it was either (a) a problem or (b)
really expensive. But we did it anyway,
because we wanted to focus on demon-
strating the value of afull-service EAP.

We compete with a lot of EAPs that
are primarily telephone-based, and now
more and more of them are internet-
based, and everyone is saying that's the
wave of the future. I don't think so. The
telephone and the Internet are wonderful
tools, even essential tools, and we use
them, but there's a big difference
between transactions and relationships.
The Internet is all about transactions.
What we do in EAPs in thrive on rela-
tionships, whether it's counseling, man-
agement consultations, or working with
an organization to gain and keep their
business. It's all based on relationships.
That's why we were so focused on the
idea of highlighting what a comprehen-
sive EAP can provide.

So we looked at how to get from
A to B. We talked to a number of our
client companies to find out what they
wanted to know, and we kept getting the
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same answers: ̀Are we getting our
money's worth? What's the value of the
EAP? Is it doing any good for our
employees?'

We realized we needed to find a
way to document the benefit to our

clients, and we wanted to do it in a way
that we could communicate and provide

ourselves with a competitive advantage.
Because how we communicate value is
key, and that's the message I keep com-
ing back to again and again." ■

EAP Impact Summary
Afull-service EAP provider offers a wide variety of services in addition to
employee counseling. It is this synergistic combination of clinical and organiza-
tional support services that maximizes the economic benefit for client organiza-

tions. Service utilization data for 2005 is displayed below

EAP Impact Score 16% Organization Support .Services 87
Counseling Services 939
Total EAP Service Contacts 1,026
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Impact Summary for 2005

The LAP Impact Summary is a balanced scorecard approach to measuring the
total value of all EAP services to an organization. It is calculated from the actual

contacts made with organization employees and managers, including counseling,
workplace training, crisis response, and management consultation. It does not
include peripheral contacts such as mailings, e-mail, or telephone inquiries. The
EAP Impact Score is a predictive indicator of the expected value for the organiza-
tion under current utilization of EAP services. If you would like to discuss your
organization's specific EAP Impact Score and evaluate strategies to enhance your

score and value to the organization, please contact Jorgensen Brooks Group.

www.eap-association.org
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Coaching Around the World:
International Trends and the EA Opportunity

« oday's business environment
makes coaching a very popular
and useful approach—if not an

essential approach—to delivering learn-
ing and development services. The rea-
son is that the business environment is
so fluid, and the demand for people to
be organized around delivering services
and bringing e~ertise to bear on a par-
ticular problem is so great and so
dynamic, that traditional learning and
development processes really don't
address that need effectively. Coaching
is a good way of delivering specific
learning to individuals to target a spe-
cific issue or need that exists within
the organization.

The evolution of organizational
structure has also supported the devel-
opment of coaching, because there are
fewer layers within organizations these
days, fewer people to learn from, and
less time to engage in conversations and
acquire that learning. Coaching is a
more targeted intervention where people
can get the benefit of some focused
learning around a particular subject.

Let's say a project team needs to be
pulled together to respond to a specific
need that has arisen pretty suddenly.
People who are pulled into that task
may not have all the skills they need to
be effective in that task. But if there can
be interventions that support those indi-
viduals in acquiring specific skills, those
individuals can be successful and can
contribute to the project team being
successful.

One of the things that has become
very prominent—and I believe this is
where the EAP opportunity resides—

Andy LeFave is a consultant with Blair Consulting
Group and formerly served as EAP manager at
Dell, lnc.

Presenter• Andrew LeFczve, LCSW, CF,A.1'

is in the importance of "soft" skills in the
workplace. In a knowledge economy,
people need to be able to organize their
communication in a way that is helpful
to other people, and they need to be
able to approach other people effectively
and listen to them effectively. Coaching
is particularly effective in supporting
people in developing these interpersonal,
or "soft," skills.

So coaching, as I understand and
work with it, is a professional service
that exists in organizations within the
context of learning and development.
And the reason it's there is to support
productivity and performance. Coaching
is about behavioral change that delivers
a positive impact on the economics of
an organization.

When I was first introduced to
coaching at Dell in 1996-1997, one of
the key organizational messages was that
we wanted to introduce behavioral
change in the people who were being
coached. It wasn't about people feeling
good or having a nice experience or even

having the subjective sense that the
coaching experience was productive for
them. It was about having measurable
behavioral change. That's how they deter-
mined they were getting an effective
return on the investment they were
making in coaching.

If you do any reading about it,
you'll find there are a number of ways
people organize, or ̀slice,' the informa-
tion to make sense of it. To me, the two
biggest ̀ buckets' to consider when think-
ing about coaching within organizations
are remedial coaching and developmen-
tal coaching.

Remedial coaching is designed to
support someone who's not being suc-
cessful. Whether it's been called coach-
ing or not, we've all had referrals like
this—where someone's derailing around
some type of issue that the organization
believes the EAP can address. This per-
son isn't coming to us for counseling as
much as for coaching to be effective in
his or her role within the organization.

The defining aspect of remedial
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organization is that there's some deficit
that is obvious and is costing the organi-
zation. Developmental coaching, on the
other hand, is designed to enhance the
ability of people who are already func-
tioning at a high level, or at least an
adequate level.

Al Levenson of the Marshall School
of Business at the University of Southern
California has conducted research on

Organizations need to

have a significant

developmental coaching

program to counteract

any remedial coaching

they're conducting.

coaching and found that when coaching
is conducted in an organization and the
focus is predominantly remedial, then
coaching gets a bad reputation in that
company and employees generally don't
want to use it. It's considered a "due
process" step for people headed for the

exit. Levenson's impression is that organ-

izations need to have a significant devel-
opmental coaching program to counter-
act any remedial coaching they're con-
ducting. That's something to think about
if you're considering offering EAP coach-
ing services.

Inside these two big "buckets" of
remedial coaching and developmental
coaching are four models of coaching

that you see in work organizations.
Competency or ̀skill' coaching is one;
performance coaching is another; what's
referred to generously as ̀ agenda-free'
coaching is a third; and coaching culture

is a fourth.
Skill coaching is about acquiring a

specific competency, so it's a pretty

focused consultation. People familiar

with 360-degree feedback assessments

will note that this type of coaching is

organized around that type of effort.

People who undergo 360-degree pro-

cesses find that they're better at some

competencies than others, and they'll

follow a development plan based on the
competencies in which they could bene-

fit from some improvement. Typically it's

a time-limited consultation, which from

an EAP perspective is good because usu-
ally our contracts provide us a limited
number of sessions to work with clients.

Performance coaching is a broader
effort that's often used for people who
are on a fast track—managers who are
rising within ari organization and need

to be groomed and have their skill sets
broadened. Performance coaching can

cross a number of different skill areas„
so often it involves an extended consul-
tation and maybe supported by other
learning efforts such as mentoring or
training. This is not necessarily the type
of coaching that naturally lends itself to
being provided by an EAP.

Agenda-free coaching does not have
a specific. focus. It arises when organiza-
tional management decides it's beneficial

to have athird-party sounding board
that the CEO can talk to and get some
feedback from. The coach is there to
listen and give some feedback, but not
necessarily specific direction. An impor-

tant characteristic of agenda-free coach-
ing is that it's not quantifiable, because

no specific objectives are set in advance.

In addition, it's not necessarily time-
limited; it can be an ongoing e~erience
and therefore an ongoing expense to the
organization. But it's not necessarily the
type of coaching that's most responsible
in terms of causing a behavioral change

and achieving measurable gains for the
organization.

Coaching culture is about coaching

as a strategic initiative as opposed to a
tactical initiative. Coaching culture is
about taking a broad approach to learn-
ing inside an organization. It's much
more popular in the United Kingdom
than in any other country. It's a way of
making coaching the language of how
the organization learns. The idea is that
everyone is a coach, from the CEO to
line employees, so everyone needs to be
open to feedback. Like performance
coaching, this is not something that
would fit easily into an EAP business
model." ■
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The New Worl~force Demographics:
Helping Or anizations Develop an Engaged

an Committed Worl~force
Presenters. Brenc~ Blair, M.B.A., CEAl; and Mary Ellen Gornich, M.A.

« wenty-five percent of employ-
ees just show up for their pay-
checks. They're disengaged.

Would you want to call a disengaged
customer service person when you have
a problem with your credit card? Would
you want a disengaged mechanic work-
ing on your car? Would you want a dis-
engaged nurse attending to you when
you go to the hospital or clinic for out-
patient surgery?

There are several causes of disen-
gagement. What the research tells us is
that supervisors are very, very important
in making the connection between sen-
ior management and line workers.
They're the translators in the organiza-
tion. When the message cascades down
from the boardroom, supervisors are the
pivotal connection in the communica-
tion chain. They decide how that mes-
sage gets translated every day.

Engagement is really about discre-
tionary effort. Think of somebody who
worked with you over the phone to try
fo solve a problem and who really went
the extra mile to help you. That person
didn't just look at the training manual
and say, ̀ Thanks for calling. Your busi-
ness is very important to us, blah, blab,
blah.' Instead, she said, ̀This is really
serious. I know how this must affect
you. Let me see how I can help.'

It's like the difference between the
EAP call center that answers the phone
and says, ̀I'm sorry, that's not within our
parameters,' and the call center that
says, ̀That's a new one for me, but let
me see how I can help.' That's the dis-
cretionary effort that comes from
employee engagement.

Brenda Blair is president of Blair Consulting
Group. Mary Ellen Gornick is senior vice presi-
dent at Workplace Options.

Ab .y,`~ ~,~=

Another cause of disengagement is
workforce demographics. More than half
of the U.S. workforce consists of minori-
ties, immigrants, and women, but U.S.-
born white males still retain most of the
power. So what we're beginning to see in
this context is that individuals in leader-
ship roles who ̀get it' are the ones who

are enjoying more business success.
Remember the old ivory tower—if you
live in the ivory tower, you can die in
the ivory tower. And that's what's hap-
pening with a lot of businesses.

We need to help employers reach
out to their workers. We need to ask the
question in our client organizations,
`How can every employee here con-
tribute? What's their voice; what's their
perspective?' Disengagement arises when
that doesn't happen. So the challenge for
EAPs becomes, what can we do to drive
engagement in today's workforce?

Before we can answer this question,
we need to understand the new work-
force demographics. By the year 2008,
women and minorities will represent 70
percent of the new labor force entrants
in the United States. By 2010, the U.S.
workforce will have experienced a 29
percent increase in workers aged 45-64,
a 14 percent increase in the 65-plus age
group, and an actual decline in the
younger age groups. This is a huge prob-
lem for employers that are trying to fig-
ure out how to capture the knowledge
within their company and pass it down
so they can keep going.

Global demographics present an
interesting picture of aging, because it's
not uniform. The country with the low-
est birthrate is Italy, not Japan, which is
what everyone thinks. But in Japan, one-
third of the population is going to be
over 65 within the next 20 years. They
will have the largest proportion of eld-
erly citizens in the world.

In China, the ̀ one-child' policy
means that each family has one child,
which means there are two parents and
four grandparents depending on that
one child for eldercare. That puts
extreme pressure on that one child. And
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we've heard That when these ̀ one-child'
children enter the workplace, they don't
know how to function as part of a team..
They wane co be praised. So how do you
engage d.1at workforce?

In 2050, people older than SO will
comprise 21 percent of the worldwide
population. There will be more older
people than children on the planet for
ehe first Ciime in human history. But
South Africa and Latin America and
West Africa will still have a whole log
oI young people. So we have real dilfer-

ences in demographics, and this will

have a huge impact on national and
regional workforces.

The bottom line is that inulciple

generations will. be working together,

increasing rntmbers of women will

enter the workforce, and there will be

a greater diversity of ethnic, socioeco-

nomic, religious, and national bacic-

grounds. So how do einployeis keep

the worizForce engaged, given these

new demographics?" ■

Labor Supply Growth Rates
(percent)

Country 1960s 1970s 1980s 1990s 2000s

Australia 2.49 1.96 2.32 1.34 0.88

Canada 2.66 3.60 1.75 1.17 0.73

France 0.94 0.93 0.57 0.57 0.10

Germany 0.15 0.43 0.86 0.69 -0.12

Italy -0.52 0:84 0.52 0.10 -0.43

Japan 1.34 0.92 1.23 0.58 -0.26

U.K. 0.07 0.57 0.68 0.28 0.25

U.S.A. 1.74 2.60 1.64 1.13 0.97

SOURCE: "The Decade of the Employee," Watson Wyatt Worldwide, 2002.
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Effectin Thou ht anding g
Value Chan eg

EAPs are playing an important role in encouraging greater tolerance of, and
respect for, yvorhers of Middle Eastern heritage and their family members.

he "Greatest Generation"
will always remember the
December 1941 attack on
Pearl Harbor, just as the

baby boomers will never forget where
they were, what they were doing, and
what emotions they experienced the
November morning in 1963 that
President Kennedy was assassinated.
On September 11, 2001, Generations X
and Y joined their parents and grand-
parents in experiencing an event so
daunting and all-embracing in its scope
that an entire nation, and perhaps much
of the world, will remember for the rest
of their lives where they were, what
they were doing, and how they felt the
moment they heard the horrific news of
the terrorist attacks on the United States.

In the days going forward, life
changed in many ways in the United

States, and so did the EAP and work/life

industries. Thanks to television, those
who were far from the actual locations
of the attacks watched them unfold in

horrifying detail. Quite understandably,

post-Craumatic stress disorder, arixiety

disorders, and other stress-related reac-

tions surfaced in large numbers.

Among the most significant reac-

tions that resulted were dramatic

increases in feelings of anger toward,

and workplace discrimination against,

Muslims and those perceived to be from

Middle Eastern cultures. Both the num-

Mary-Ellen Rogers is chief executive officer and
founder of Work-life Innovations, providers of
comprehensive worWlife resource and referral,
EAP, and relocation services since 1986,
WorWLife Innovations is the only vendor ever to
be named Innovative Excellence Award winner by
the Alliance for WorWLife Progress, receiving it in
2003 and 2005.

www.eap-association;org

by Mcz~y-Ellen Ro~ev~s

ber and intensity of these reactions were
further amplified in the days following

September 11 by the insecurity our
country felt in response to news of

Osama bin Laden, the al Qaeda organi-
zation, and the Taliban. While this inse-
curity generally did not manifest itself

in the form of harassment or hate
crimes, many Americans feared the
"Muslim enemy" and were suddenly
afraid to board a plane with any individ-
ual who appeared to be of Arab descent.

FEELING AT RISK OF °PROFILING'
In general, the organizational response
reflected that of the entire nation. The
intensity of the emotions unleashed by
the terrorist attacks yielded, in some
cases, a dramatic rise in cultural and reli-
gious bias within work organizations,
causing increased distress for employees
of Middle Eastern descent. Employers,
as well, became far more sensitive to
the emotional and safety concerns of

employees and began implementing
more visible corporate security precau-
tions and increasing background and
security checks of existing and prospec-
tive employees. Underlying all these
actions and emotions was an unspoken
understanding that a potential employee
or corporate visitor who fit the stereo-
typical description of a Muslim could
harbor terrorist intentions.

This increase in security was
absolutely necessary, but in some ways
it may have suggested that those per-
ceived to be Muslim or of Middle
Eastern descent should be feared.
Suddenly, many brown-skinned employ-
ees and their families believed they were
at significant risk of racial and religious
profiling. Since September 11, in fact,

Equal Employment Opportunity

Commission (EEOC) complaints based

upon religion and national origin have

more than tripled.

The anxiety experienced by workers
of Middle Eastern descent were ampli-

fied by tensions produced by incidents
that occurred outside the workplace. For

example, my firm learned that a Muslim
child of one our client's employees was

being severely harassed by his school-

mates. Teachers and administrators were
not quick to come to the youth's aid,
presumably due to their own biases. Our
work/life consultants reviewed the laws
on bullying and harassment in that state

and provided the employee with the

documents and support she needed to

interface productively with the school

district on her child's behalf.

This employee had seriously consid-

ered resigning from her job because she
did not know how to protect her child
and felt the only way to ensure his safety
was to pick him up after school each day
and stay at home with him. We assisted
the woman in locating an after-school

program within a religious organization

that strongly supported the Muslim reli-
gion and culture. The child was picked
up and delivered to the program each

day and received supportive counseling

while there.

This is just one example of how
EAPs and work/life services need to be
creative in their approach to resolving
diversity- and harassment-related issues,
which have taken on a greater urgency
since September 11. As a result of the
events of that day, management has
become increasingly aware of how diver-
sity issues, including discrimination and
cultural alienation, affect productivity,
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retention, and recruitment of the best
talent. EAPs and work/life providers
must become partners with corporate
human resources and diversity organiza-
tions to facilitate positive change.

EFFECTING THOUGHT AND VALUE CHANGE
Recruitment is one significant area that
merits EAP and work/life focus. If a
potential employee and his or her family
members do not feel comfortable, from
a cultural perspective, in working for a
company or living in the local commu-
nity, he or she most likely will not accept
the offer of employment, no matter ho~v
generous. When the EAP and/or work/
life provider is engaged to locate all of
the appropriate supports and work with
the employee and family members to
understand their concerns and cultural
needs, the job offer is more likely to be
accepted and the worker's tenure is
likely to be longer. Such assistance may
involve locating a mosque in the com-
munity, grocery stores that sell ethnic
foods, schools that will best meet the
needs of diverse children, and organiza-
tions that will understand and support
the family's culture.

Supporting the family throughout
a move and the ensuing adjustment
period is also essential to successful
long-term retention. As the EAP is not
the employer, and all information dis-
cussed is confidential, it is much more
effective for the EAP to be involved in
assisting the family than it would be for
the human resources department of the
organization.

EAPs also can assist with effecting
thought and value change. Addressing
harassment is only one focus of an effec-
tive diversity program; thought and
value change, at both the organizational
and employee levels, are also essential
for a diversity program to truly be effec-
tive. It is important to understand that
diversity is not just about race and reli-
gion, aperception that seems to have
been heightened by the events of
September 11. Diversity should be first
about understanding oneself in order to
be capable of understanding others.

To offer effective diversity training
and change thought and value orienta-

lion, EAPs may wish to consider provid-
ing aseries of training modules, starting
first with differences that are common to
all—gender differences, generational dif-
ferences, and differences in learning
style, for instance. When employees real-
ize that they can be quite different from
those with similar appearances and
backgrounds, they find it easier to con-
ceive they may be more similar than
they had assumed to those who "look"
different, are from different cultures, or
practice different religions.

EAPs also should offer programs
that reflect the culture, language, and
racial composition of the populations
they serve. Employees will only access
Che services of an EAP if they feel trust
and comfort, which can best be facili-
tated by offering programs and services
that reflecC an understanding of diverse
cultures. Providing Websites, literature,
and telephonic consultations in lan-
guages other than English can go a long
way to encourage inclusion. In short,
EAPs must offer a structure that con-
sumers can relate to; thus, the structure
must offer inclusive options.

Establishing and providing ongoing
support to mentoring partnerships and
corporate-sponsored affinity groups for
cultural diversity is often best. accom-
plished by an EA professional because
s/he has expertise in behavioral health
issues and provides a confidential serv-
ice. An added benefit of this arrange-
ment is the EA professional's ability to
create programs and services to meet the
needs expressed in such groups.

In conclusion, EAPs have a unique
opportunity to assist their clients in
delivering services and supporting poli-
cies that encourage inclusion, multicul-
turalism, and social justice. Indeed, if the
events of September 11 had any positive
impact on the EAP and work/life fields,
it may have been the emphasis they
forced us to place on diversity as part of
the total workforce productivity solution.
As the work world continues to become
more global in scope, EAPs need to be
constantly in touch with global needs
and trends and to develop "best practice"
strategies to meet these needs. ■
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Renewing Employee Assistance Programs
T`h.e terrorist attacks on America's workplaces provided EAPs an opportunity
to prove their value and renewed employers' interest in using them to address

changing needs dnd new challenges.

by Jodi Aronson P~ohofsky, Ph.D., LMFT

lmost everyone I speak to
can tell you where they
were and what they were
doing when the airplanes

crashed into the Twin Towers and
Pentagon on September 11, 2001. They
can tell you how that day changed their
lives, for better and for worse.

The same is true in business—we
can mark how the events of September
11 affected corporate policies and
changed the fundamental way that we
do our work. Some things, however,
have not changed. Today, as before
September 11, employers are learning
that employee assistance programs are
well suited to handle a variety of situa-
tions—from a worker with body odor
to multiple terrorist attacks on office
buildings.

THE EVOLUTION OF SAPS
EAPs were established in the mid-1940s
to address substance abuse issues, a
focus that remained constant for [he first
30 years. By the mid-1970s, however,
the mission of EAPs was expanding to
encompass a whole range of challenges
facing employers and employees.
Difficulties such as marital concerns,
family issues, and prescription non-pre-

Jodi Aronson Prohofsky
is senior vice president
of operations at CIGNA
Behavioral Health. Since
joining CIGNA in 1992,

~ ~~.. , she has provided overall
strategic guidance on all
aspects of clinical and
administrative functions

and has helped the company become nationally
recognized for its innovative care advocacy
approach. She is a licensed marriage and family
therapist and received her doctorate from Nova
University in 1992.

scription dnig abuse all began to fall
under the expanding purview of EAPs
In recent years, EAPs have continued to
evolve, promoting wellness, productivity,
and work/life balance services to meet.
the challenges of the workforce.

Prior to September 11, however,
companies were starting to cancel their
EAP services or were considering this
option. Faced with the rising costs of
employee health care, many business
leaders viewed eliminating EAPs as a
simple cut in spending that would have
minimal impact. More and more EAP
providers were asked to justify the
investment in them and show compa-
nies exactly why they should continue
spending money on these programs.

At CIGNA Behavioral Health
(CBH), we began creating a formal
return on investment (ROI) calculator
and working with a number of field
experts and academic institutions to cre-
ate an ROI model. Three months from
completion, the ROI of an EAP became
immediately apparent with the events of
September 11. In just three days we
fielded arecord-breaking number of
requests for critical incident responses,
and the requests continued to pour in
for several months afterward.

We eventually completed work on
our ROI calculator in 2002, but by that
time, employers had stopped asking
about the value of their EAP. Since
September 11, in fact, our volume of
critical incident requests has never
dipped back down to its previous level.
Employers quickly learned to use their
EAP for critical incident responses on a
more regular basis. Today, CBH responds
to more than 2,000 critical incidents
annually, including layoffs, employee

deaths, violence in the workplace, indus-
trial accidents, bank robberies, and natu-
ral disasters such as Hurricane Katrina.

Since September 11, we have also
seen an increase in management consul-
tations and referrals. These are tools that
often were under-utilized by supervisors
and managers before September 11. The
events of that day, however, gave man-
agers arenewed understanding of the
benefits an EAP offers, and they began
using these tools to help manage difficult
workplace issues.

In 2004 and 2005, after the short-
term effects of September 11 began to
wear off, we saw EAP utilization drop
once again. We launched an intensive
communications campaign to promote
EAP services, and soon after the volume
of usage rose. This served to remiMd us
that ongoing communications to pro-
mote EAP services to companies, their
managers and supervisors, and their
employees is a must.

FACING UNCERTAINTY

The events of September 11 renewed
interest in, and shifted the level of prior-
ity assigned to, personal safety, security,
and health issues, which previously were
taken for granted. Although some of the
uncertainty spawned by that day has
worn off, workers in both the private
and public sectors are experiencing
markedly increased uncertainty because
of financial constraints, politics, and
resource and productivity pressures.
Uncertainty is linked to employees'
physical and psychological problems
and to decreased organizational perform-
ance, challenges that EAPs are well
suited to help address.

In addition, the consumerism
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movement is upon us, and many U.S.
workers are still confused about what
this means to them and how to best
spend eheir health care dollars. We
know intuitively—and by the volumes
of research conducted on this topic—
that it is far less expensive to keep
healthy people healthy than return the
chronically ill to good health. This
understanding has created a growing
movement among employers to identify
workplace programs that help employees
retain or regain optimal health.

Many business leaders who want to
address uncertainty, improve productiv-
ity, increase health and wellness, and
reduce the costs of health care are trying
to maximize use of all the services that
their EAP has to offer. These business
leaders are looking for three key offer-
ings in an EAP:

Member services. The traditional
face-to-face EAP model is still alive and
well. Many employers, however, are ask-
ing their EAPs to enhance Web-based
demand management tools, expand
work/life services to address any and

THE IMPACT O F SEPTEMBER 1 1 O N E A P S

all issues that might otherwise pull an
employee's focus away from work, pro-
vide navigation through benefit designs
and health care systems, and offer ways
to improve employee lifestyle behaviors.
Additionally, employers are looking to
their EAPs to help create corporate
health and wellness programs, consult
and improve organizational culture,
and build programs that enhance
morale and productivity.

Manager/supervisor services.
Management consultations and manda-
tory referrals are still at the forefront of

management services, but employers are'
seeking new ways to continue managing
their teams with fewer resources. EAPs
have to be creative in providing these
services and not add to the stress of the
employer by trying to take people away
from work to obtain the services. Face-
to-face trainings are being replaced by
Web-based seminars and self-modulated
online trainings, with dedicated consult-
ants available 24 hours a day.

Organizational services. Critical

incident responses continue to be the
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' ,~

~:`
a t µ~

`.,

~~'.

j •

~~~ ~'.

35% of workers have trouble
concentrating at work due to
financial stress?

17% of workers have spent time on
the job working on their finances?

13°/o of employees have received
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productivity. Family Credit can provide:
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• Financial education materials including

payroll staffers
• Debt management plan with free enrollment
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Director of Education

and Community Outreach ~ ~ ~
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~'
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most requested solution in the area of
organizational services. While requests
for face-to-face wellness seminars have
been diminishing over the past few
years, there is a growing demand for
health and wellness consultations. It is
clear that employers now want to use
their EAP for these consultations, which

in turn promotes lower health care

Simply put, the events

of September 11 gave

corporations the best

measure of the true

impact of an EAP.

spending, improved productivity, and
improved employee morale.

In addition, because of the growing
focus on consumerism, employers are
asking for EAPs to develop customer-
specific solutions that are focused on
current market trends and events and
meet the needs of both the employer
and their employees. To meet these
demands, EAPs must hire and train staff
who are knowledgeable in corporate pot-
icy consultation, onsite health and well-
ness services, behavior modification
techniques, change management, and
management coaching.

September 11 was a tragic day that
had a profound impact on all of America

and especially on the business commu-
nity. Employers will remember how
EAPs served affected workers that day
and in the weeks and months (and
years) that followed. Simply put, the
events of September 11 gave corpora-
tions the best measure of the true impact
of an EAP.

Although we don't know what the
future will hold, we do know EAPs
probably will continue to evolve and
adopt a different form or function. One
thing is certain: They will continue to
ebb and flow to meet the changing
needs of the workforce. ■
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Em hasizin the ̀ Peo le Mo~.ule'p g p
T~.e July 2005 subway bombings in London helped reinforce the lessons of
September 11, chiefly that employers need to consider the psychological
impact on workers when they develop their business continuity plans.

t is a commonly held view
within the EAP community in
Europe that as an industry we
were not profoundly affected by

the terrorist attacks of September 11.
The United Kingdom is not quite as
relaxed on this subject as continental
Europe in light of the July 7, 2005,
London bombings, but discussions on
the subject are few and far between. I
think that, in fact, EA professionals
throughout the world were profoundly
affected by what happened on Sep-
tember l liven if on an emotional
level rather than a practical one.

September 11 may, in some ways,
help us see how EAPs position them-
selves in the United Kingdom and clarify
some differentiators. We all share com-
mon core values and endeavor to deliver
the very best services through quality,
around-the-clock programs. Yet, each of
us delivers a slightly different product
with a varying focus.

Some providers may concentrate on
supplying high-quality clinical support
to alleviate mental health problems such
as depression or substance abuse, while
others may focus on work/life balance
and emotional well-being. Some may
specialize in global, all-round delieery,
others in public sector contracts. But

~;s~~ ~ Kate Nowlan is chief
executive of CiC, a lead-

<: ing EAP provider in the
~~` 'United Kingdom. She has

worked as a trainer and
therapist on trauma

`~ programs in several
countries and serves on
the advisory panel of

Darteurope, an organization dedicated to
supporting journalists facing trauma in their
work. She can be reached at kate.nowlanQ
cic-eap. co. uk.

www. eap-association. org

by I~te Nowlczn

ultimately, all EA~'s are interested in
work performance, and EA professionals
cannot avoid the fact that events like
the attacks of September 11 affect work
performance very deeply.

ALTERNATIVE HELPLINES
After September 11 and before the
London bombings of July 7, my firm,
CiC, began urging client companies to
take a close look at the "people" aspect
of their business continuity planning:
What we found, as we started exploring
with our clients; was that many organi-
zations did dot have a "people" module
in their contingency plans. They had not
thought clearly about the possibility that,
in the event of a terrorist attack (for
example) or some other. national emer-
gency, staff might not come to work the
next day, and absenteeism and sudden
resignations could affect organizational
performance at every level. Normal
trauma reactions--e.g., lack of concen-
tration, sleeplessness, mood swings, arix-
iety, and increased substance abuse—
could set in among teams and groups as
well as individuals, from the most senior
executive to ancillary staff.

The psychological and emotional
impact of a major disaster takes its toll
on a huge number of company employ-
ees, and even businesses not in the cen-
ter of the disaster can suffer. After the
July 7 bombings, for example, staff from
out-o£-town organizations were some-
times resistant Co coming to London
for meetings. Human Resources
Departments were often ill prepared
for this and struggled to understand the
dynamics immediately after the event.

Of course, it is not so challenging
for larger, wealthier companies to devote

time to contingency planning. Larger
employers can more easily afford to
develop and implement sophisticated
business continuity protocols. It's
tougher for SMEs—smaller to medium-
sized enterprises—to put in place
robust, resilient continuity plans with
well-thought-out strategies that will help
protect their staff. Consequently, many
SMEs remain unprepared, even as the
police and other authorities tell us that
disasters may well come our way again.

John Reid, our home secretary,
warned in a speech recently that a ter-
rorist attack will undoubtedly happen
again at some point and we have to be
prepared. I am convinced that business
leaders in London do now understand
this message and know they have to take
this seriously, though they may not feel
they are adequately equipped to design
thorough "people" modules for their
plans. The question for EAPs is whether
they can really "get inside" their client
companies at the right level to get their
message across and embrace risk man-
agement strategies as part of the core
product they offer.

In November, I attended a joint
conference of the Association of Train
Operating Companies, based in the
United Kingdom, and the Family
Assistance Foundation, based in the
United States. It was atwo-day confer-
ence that explored ways in which public,
private, and voluntary organizations in
the United Kingdom might work most
profitably together to recognize and
meet the needs of survivors of mass
casualty disasters. Most of the delegates
were involved in the Emergency.
Planning Department of their company
(county councils, train operating compa-
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vies, etc.) and had very little knowledge
of EAP service provision in their organi-
zation. In fact, they saw themselves as
completely separate from any kind of
employee assistance program—and, in
many cases, had alternative helplines
they could ca1L

It was very striking to hear how
unaware these Emergency Planning
Departments were of their EAPs (though
most confessed to having one in place
but couldn't remember how to find the
number or whether their family mem-
bers had access). It had not occurred to
the departmental heads to ask their EAP

to join the planning process. We there-
fore face quite a challenge as an industry
to educate these contingency depart-
ments as a whole so that we can be a
crucial and effective support to their
existing structures.

Although specialist risk manage-
ment protocols are currently not part
of an everyday EAP contract, this is an

area ripe for development. The United
Kingdom is particularly sensitive to
the possibility of terrorist threats at the
moment, particularly within London,
and it would only reinforce the argu-
ment that EAPs offer support across
organizations—not just in delivering
helplines for the Human Resources
Department.

INTO THE HEART OF AN ORGANIZATION

Just as Emergency Planning Departments
in the public sector seem to have little
knowledge of EAPs, so, too, Business
Continuity Departments in the private
sector tend to act in isolation and do not
seek the support of e~risting helplines
and managerial consultancy. For busi-

nesses to draw up comprehensive plans
that deal with practicalities (such as "
technology backup and relocation plans)
but ignore psychological and emotional
issues is not good enough.

After September 11 and especially
after July 7, we began to ask our clients
very simple questions related to business
continuity We would ask, "Do you have
our phone number at the top of your

telephone cascade list?" Quite often, they
didn't. So we started talked to them at

lunchtime seminars, trying to give them
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very specific, practical help. For exam-
ple, Human Resources Departments
began to realize they needed training
alongside their Business Continuity and
Occupational Health Departments in
very practical issues—how to break bad
news to someone, how to work with
family liaison officers from the Metro-
politan Police, and how to ensure
that not only employees but also their
families knew they had access to full
support from the EAP helpline.

The legal and financial sectors are
increasingly responsive to this help, as
they see themselves as particularly vul-
nerable. Their offices in the heart of
London are typically in tall, glassy build-
ings. They are often refreshingly open to
our message about continuity planning,
and in these organizations it can be
much easier to bring diverse team lead-
ers or project directors together in a way
that can be more challenging in other
business sectors.

When an EAP can get right into the
heart of an organization and move easily
between departments, utilizing strong
relationships with key personnel across
the board, there is a good chance that
what we have to offer will be listened to
with keen interest. My guess is that if the
September 11 attacks had occurred in
London, EAPs in the United Kingdom
would be much sharper in this area
than they are.

Reflecting on the impact of Septem-
ber 11 and July 7 also takes us to the
question of procurement and to the
people in a company responsible for
purchasing the EAP. What is it they
actually want? Do they even think about
purchasing an EAP whose particular
expertise may lie in helping develop
business continuity plans? It is an
unusual company that would put this
risk management item at the top of
their EAP agenda.

All in all, while most EAPs in
England are more involved in corporate
planning and strategizing than before
September 11 and July 7, the fact is that
we could be doing more. After John

Reid's recent speech, there was a clear
opening for EAP providers to approach

their clients and say "Remember, we're
here to help. Why don't we sit down and
look at your business continuity plan

again—together,"

REINFORCING INCIDENTS

Just as September 11 was a day that no

one in New York or Washington, D.C.—

or anywhere in the United States, for

that matter—will ever forget, July 7 was

a day that no one who was in London

will ever forget. Companies are really
having to face their disaster recovery

and business continuity planning in a

way that was not envisaged in the early

days of EAPs. I'm not sure that Europe

in general has been as affected as we

have been in the United Kingdom, but

there is absolutely no doubt that the
"war on terror" is a constant mantra in
our news media.

At a recent seminar in Whitehall

earlier this year, CiC representatives were

confronted by journalists covering the

event who wanted to discuss the impact
of July 7 on the workplace one year

later. We talked at length about the need
for Human Resources and Occupational

Health to work closely with the Business

Continuity Department. Not long after-

ward, amagazine published an article on

this topic, complete with alist- of 10 sim-

ple tips for "psychological inoculation"

against disasters—just basic training
information for companies and employ-

ees. This sort of thing is on the increase,
which I think would not have been the

case had there just been September 11.
July 7 provided a reinforcing message.

We all hope there will never be

another "reinforcing" incident, but for

EAPs, it is critical to keep repeating our

message. Businesses can get swayed by
the fashion of the moment—diversity,

work/life balance, absence management,
bullying and harassment, work perform-

ance, coaching, etc. Business continuity

is not necessarily at the top of the

agenda. I want CiC's phone number to

be right at the top of the telephone tree

for every one of our clients, and I want

them to know that if a disaster occurs,
I'll be calling them right away and ask-
ing, "How can we help?" ■

www.eap-association.org
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Com assion Fati ep ~-

Compassion fatigue, largely unknown to most EAPs before September 11,
is still not widely understood five years later.

by Vincent J. McNally, M.P.S., CEAI; FAAETS

ne week after September
].1, I traveled to New
York's Staten Island land-
fill. That's where they took

all the rubble from the terrorist attacks
on the World Trade Center. The workers
there were sifting through the debris,
trying to identify body parts, bits of
clothing, and other remains from the
people who had died.

I set up. a tent with the other FBI
employee assistance personnel and the
FBI chaplains to provide a safe place for
the workers to take a break and relax.
We offered them some donated clothes
and toiletries so they could change out
of their contaminated clothing. We also
provided handouts about managing
trauma and compassion fatigue, but I
could tell they were in no way capable
of comprehending anything we might
say or give them at that point. I could
see the expressions on their faces, the
trauma they were experiencing from
looking through the rubble, and I knew
from experience they weren't ready for
any counseling at that particular time.

' ~~~~~" Vince McNalry has morea~:;
°k>;, < than 31 ears of ex eri-~~~.; . Y p

~'~.;: ence with the Federal
~~ Bureau of Investigation

rf: ~~% (FBI) and has spent 15
'~ .i Y' years in the employee
'~I~N~r assistance field. He was

' the administrator of the
F81's EAP in Washington,

D.C., supervising 106 critical incident responses,
and after retiring worked with the Department of
Justice to teach crisis negotiation and stress
management to Iraqi senior police in Baghdad.
He is a fellow and serves on the Board of
Scientific and Professional Advisors of the
American Academy of Experts in Traumatic
Stress and is a compassion fatigue specialist
certified in acute traumatic stress management.
He can be reached at traumareductionUaol.com,

As I was an FBI special agent my-
self, Icould understand the mindset o£
the people up there on the landfill. They
were in no shape emotionally to sit and
listen to a lecture or read a brochure;
they weren't ready yet. They were still
looking for body parts. It was good for
us to be there to let the workers know
their efforts were appreciated and to
offer assistance if needed, but that
wasn't the time or place to be pushing
anything on them.

It was reminiscent of a similar situa-
tion in 1998, after the bombings of the
U.S. embassies in Kenya and Tanzania.
The FBI personnel and evidence recov-
ery teams (ERTs) were put on military
aircraft and returned to the United
States, and I met them at Andrews Air
Force Base. I didn't give them a lec-
ture—they had just searched the site
of a terrorist attack, then spent 24 hours
on an airplane. Instead, I thanked them
for what they were doing on behalf of
their country and presented them with
some handouts that described some of
the symptoms they might develop as
part of their reaction to what they had
e~erienced.

I said, "I want you to take this infor-
mation home with you. We're going to
have a debriefing later, but right now you
need to be home with your families. I
just want you to remember you've done
an excellent job, and we appreciate it."

They were grateful for that message
because they in no way wanted to listen
to anything at that point. They just
wanted to get home and see their fami-
lies. Acouple of the returning FBI agents
thanked me for coming out on a Sunday
evening to meet them. Later, after
returning to their respective offices, all

the ERTs were offered a critical incident
stress debriefing.

There's a course I teach, Compre-
hensive Acute Traumatic Stress Manage-
ment (CATSM), that would have been
more appropriate for interacting with the
returning FBI personnel and emergency
services landfill workers. CATSM helps
caregivers and emergency responders
deal with the emergent psychological
needs of individuals kiefore, during, and
after traumatic situations. It teaches you
to connect with the individual and
"ground" him. Managing compassion
fatigue can, and should, be done in
conjunction with CATSM.

SECOND-HAND SMOKE
I first learned about compassion fatigue
back around 1987, when I was with the
FBI. I learned about it at a conference of
the Critical Incident Stress Foundation
in Baltimore. Dr. Charles Figley of
Florida State University, an expert on
compassion fatigue, was a featured
speaker, and based on his presentation I
took that program back to FBI head-
quarters to their EAP. I retired from the
FBI in 2002, and since then my focus
has been on helping emergency services
and law enforcement personnel avoid
and manage trauma and educating
employee assistance professionals about
compassion fatigue and trauma.

Even within the police, fire, and
emergency rescue communities, compas-
sion fatigue is still a fairly new concept.
Every time I talk to people in these
areas, I find that many of them are not
aware of it. When I say, "I'd like to do
a compassion fatigue presentation for
you," they ask, "What is that, and how
does it fit my organization?" They're

32 •Journal of Employee Assistance • 1st Quarter 2007 www.eap-association.org



THE IMPACT O F SEPTEMBER 1 1 O N E A P S

much more attuned to critical incident
stress management programs. Compas-
sion fatigue is not a topic that is very
important to them at this time.

Within the EAP industry, the level
of understanding is getting better. The
first time I taught a compassion fatigue
course in Florida after September 11,
most of the EA professionals in the room
appeared not to be aware of the term, its
use, or how it affects them. There isn't a
strong understanding within our profes-
sion of the symptoms, the methodology,
and the treatment. Instead of blaming
others or self-medicating in response to
hectic workloads or our clients' trau-
matic stories, we need to do some intro-
spection and seek assistance.

Discussions of the symptoms of
compassion fatigue can get kind of
clouded, because the symptoms
mimic—perhaps "include" is a better
term—some of the symptoms of post-
traumatic stress. I like to call it "second-
hand smoke." It's the residue of working
with those we serve. Even though we
ourselves were not directly exposed to
the traumatic event a client relates to us,
we are empathetic, and we begin to feel
the client's fear and vulnerability.

The symptoms of compassion
fatigue include, but aren't limited to,
the following:
• Not sleeping well;
• Having intrusive thoughts;
• Worry and anxiety;
• Feelings of helplessness;
• Withdrawal;

Excessive preoccupation; and
Shortness of temper.

Left untreated, compassion fatigue
can lead in the direction of substance
abuse, depression, and other behaviors
that threaten work performance and
physical and mental health. An EA pro-
fessional who has compassion fatigue
and doesn't recognize it will not be able
to function correctly.

THREE-PRONGED APPROACH

I had compassion fatigue once, and im-
mediately sought assistance. Ever since

then, I've preached the mantra that if

you don't take care of yourself, no one
else will. Ihave athree-pronged

www.eap-association.org

approach to dealing with compassion

fatigue—take care of your personal life,
your work, and your education.

In your personal life, you need to

make sure to get at least seven hours of

sleep each night, exercise regularly, prac-
tice good nutrition, enjoy your family,
and believe in some God (or at least in

some spirituality). As far as your worh
goes, you need to set realistic goals,
work toward achieving them, and make
sure you have a support group or net-
work you can rely on. All experienced
EA professionals should have somebody
who serves as their mentor—you can't'
go on and on, day after day, without dis-
cussing what you're doing with another
professional. In terms of education, you
need to learn about critical incident
stress management, CATSM, compassion
fatigue, and other tools to inoculate
yourself and allow you to better deal
with traumatic events.

Another thing I learned about a
couple of years ago that can help miti-
gate and prevent compassion fatigue is a
series of trauma-releasing exercises. The
exercises comprise a routine that releases
chronic tension and gets the stress out of
yout~ body. I've used the exercises and
had success with them, and I've seen
them work for others as well.

All in all, the more information you
have, the better you are at recognizing
the symptoms of compassion fatigue and
taking care of yourself. The problem our

profession faces, in my estimation, is that
because everything is shov✓n on televi-
sion almost as soon as it happens, we
have, in effect, instant communication.
This results in EA professionals being
sent directly to the scene of a disaster or
traumatic incident, so they're positioned
where they will be more susceptible to
the symptoms of compassion fatigue.

I foresee more problems relating to
terrorism in the future, so I think we
need to have additional information
about compassion fatigue put out
through EAPA and its chapters that
focuses on helping the EA professional.
Compassion fatigue needs to be brought
to the attention of more of our people,
and we need to offer more training. A
workshop would be the first priority. It
would be a basic three-hour workshop
where attendees can utilize some self-
help tests that measure the amount of
compassion fatigue an individual is
experiencing.

Using the information from the self-
help tests, EA professionals can formu-
late their own recovery program so they
can prevent the symptoms of compas-
sion fatigue from taking hold and build
resilience. All EA professionals should
have a personal plan to help themselves.
A personal recovery plan will contain
guidelines to follow in the event you
encounter some trauma in the future—
which, as September 11 taught us,
you will. ■
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ability to speak and write English and
solve math problems—and applied
skills, including critical thinking,
creativity and innovation, teamwork,
self-direction, and professionalism.
Survey respondents were asked to
identify which basic and applied skills
are most important for high school grad-
uates, two-year college and technical
school graduates, and four-year college
graduates. They also were asked to rate
recent workforce entrants as "deficient,"
"adequate," or "excellent" in each skill
and across all skill areas.

Overall, more than 42 percent of
survey respondents said high school
graduates are "deficient" in overall prepa-
ration for entry-level jobs, approximately
the same percentage that rated them as
"adequate." Graduates of two-year and
four-year colleges scored higher, with
only 11 percent and 8 percent of respon-
dents, respectively, rating them "defi-
cient" as a whole. But even among grad-
uates of four-year colleges, there are
skills gaps in many areas—in fact, no
more than 30 percent of employers rated
these graduates as "excellent" in any one
skill, with the exception of information
technology application.

The survey respondents rated three
skills among the five most important
skills for all job entrants, regardless of
education level: professionalisxn/work
ethic, teamwork/collaboration, and oral
communications. Fewer than one in five
employers said high school and two-year
college graduates are excellent in any of
these areas, and only about one in four
said four-year college graduates excelled
in them.

Notwithstanding these criticisms
of new job-market entrants, just one in
three survey respondents said they pro-
vide remedial training, typically in basic
math and writing. Among manufactur-
ers, that percentage is roughly twice as
large, though these companies typically
hire a larger percentage of high school
graduates than do other categories of
employers.

When asked to identily "emerging
content areas" they consider most critical
for future workforce entrants, three-
fourths of employers responded that
"making appropriate choices concerning
health and wellness" (for example,
through exercise, good nutrition, and
stress reduction) will be important.
Almost as many survey respondents
chose "exercising personal financial
responsibility" and "using entrepreneur-
ial skills to enhance workplace produc-.
tivity and career options."

For more information about the
survey findings, visit wwwconference-
board.org.

WORKERS, BOSSES DISAGREE
ON HOW MANAGERS PERFORMOnly a quarter of U.S. workers have

the opportunity to evaluate their
managers, but many of those who do
rate their bosses less favorably than the
managers rate themselves.

A survey of nearly 2,000 workers in
September 2006 found that while more
than nine in ten managers say they are
doing an "excellent" or "good" job of
managing employees, only two-thirds of
workers agree. This disparity is exacer-
bated by another finding—that 26 per-
cent of managers say they don't receive
enough training through their employers
to handle their responsibilities.

Although a third of workers say
their manager is doing only a "fair"
(23 percent) or "poor" (10 percent) job,
many of them have no desire to fill their
boss' shoes. Overall, four in ten workers
reported they probably would be offered
their supervisor's job if s✓he left the com-
pany, but only a little more than half of
them would accept it. Managers, on the
other hand, are more likely to want to
move up, with 62 percent saying they
would want their boss' job if it became
available.

The survey, conducted by Hudson
Talent Management, a staffing and out-
sourcing firm, also found that workers
with children are more likely to want
their boss' job than are childless work-

ers. By similar percentages, men (60 per-
cent) are more likely than women (47
percent) to want to move up to the next
level of responsibility.

For more information about the
survey, visit wwwrasmussenreports.com.

CHANGE IS MORE FREQUENT,
BUSINESS LEADERS SAYThe pace of change within work

organizations in increasing and the
changes themselves are becoming more
disruptive, according to a survey of
nearly 1,500 business and human
resources leaders in North and Central
America, Europe, and Asia.

The survey, commissioned by the
American Management Association
(AMA), found that more than 80 percent
of executives believe the pace of change
is speeding up, and almost as many say
they experienced a disruptive change
during the past year. Disruptive change,
defined as severe surprises or unantici-
pated shocks, is also becomipg more
common, with nearly 40 percent of
survey respondents saying they are
facing more such changes now than
they did five years ago.

Driving many of these disruptions,
the executives say, are changing expec-
tations of customers and vendors,
demands for new products and services,
and advances in technologies and
processes—factors that largely are
beyond businesses' control. What busi-
nesses can control, however, is their
ability to handle such disruptions.
Specifically, organizations can increase
their agility and resilience by taking the
following steps:
• Reducing or eliminating functional

silos;
• Streamlining the decision-making

process;
• Broadening the flow of information;

and
• Seeking advice from customers,

vendors, and other third parties.

For more information about the
survey, visit wwwamanet.org. ■
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19th Annual National Student Assistance
Conference at the Hilton Hotel in the

Walt Disney World° Resort in
Orlando, Florida

March 9-11, 2007

Presenting Keynote Speakers:

Elaine McEwan: Working With Parents Who Are
Angry, Troubled, Afraid or Just Plain Crazy

Crystal Kuykendall: Bringing Out the
Best in Everyone

Brian Luke Seaward: "Stressed" is "Desserts"
Spelled Backward

Robert Sweetgall: Motivation to Move — Fitting
6,000 Footsteps Into a Wild School Day

Featuring advanced session topics like:

• Crisis Intervention in the Classroom

• Managing Diversity in School Settings

• Techniques Tv Deal with Angry Colleagues

• Strength-Based Counseling

• Motivational Interviewing

• Plus Many More!

Call toll free 1-800-453-7733 or visit www.NSAC.info to register today!


