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"If it is human nature to pay

more for higher duality, why

are free and low-cost EAPs

attractive to some employers?

The answer seems obvious:

Some employers do not

understand the value an EAP

can bring to their worhplace."

John Burke, CLAP

"The Lessons of ̀Free' LAPS"
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Our Mission and Business
Should Drive Technology
by Maria Luna, LEAP

everal articles that have appeared
in the Journal in recent years
(and many of these columns as

well) have emphasized the need for
employee assistance professionals to
become conversant in the language of
business and position themselves firmly
in the "world of work." Increasingly, that
language and that world are changing to
reflect the growing use and impact of
information technology.

In one sense, information technol-
ogy allows us to eliminate boundaries of
time and distance. We can place and
receive calls from all over the world,
check and send e-mail messages at any
time of day or night, and browse the
Internet while eating lunch at our
favorite restaurant. We can meet with
colleagues in other cities and countries
without leaving our desks and finalize
major deals from the seats of our cars.

But eliminating time and distance
boundaries requires us to pay more
attention to others, particularly personal
and social boundaries. We also need to
be more aware of ethical and personal
values to ensure that technological
advances do not encroach upon them
or relegate them to the sidelines.

At the same time, we must keep
in mind that technology is a means to
an end, not an end in itself. We need
to remain focused on the mission and
business of our EAPs and our employer
clients and let them drive our technol-
ogy decisions, not vice versa.

This issue of the Journal looks at
the electronic society from both perspec-
tives—that of employers and that of
EAPs. One article discusses approaches
that employers can take to overcome the
"digital divide" and encourage all work-

ers to use information technology to its
fullest potential. The other describes
how employee assistance professionals
can utilize technology to help respond
to mass disasters and crises.

In addition to these theme articles,
you'll find five features that touch on a
wide variety of issues:
• Meeting the challenges posed by

"free" and low-cost EAPs;

• Providing services to Hispanic

workers;

• Raising alcohol awareness among

employees;

• Identifying why and how employers

use EAPs; and

• Developing research to bolster the

business case for EAPs.

This issue also contains a letter

thanking Pam Wyss, an EA professional

in Washington, for sharing the lessons

she learned from a critical incident (see

her "First Person" article in the 1st quar-

ter 2008 issue). Many of us have learned

lessons from our professional experi-

ences that would be of benefit to our

colleagues and peers. If you're willing to

share yours, please contact me or Stuart

Hales, the editor of the Journal (his con-

tact information is available on page 5).

Finally, please note the information

in the "Info Sources" column about the

drug-free workplace kit now available

through SAMHSA, the Substance Abuse

and Mental Health Services Admini-

stration. In this era of so-called "free"

EAPs, we sometimes forget that there

are products and services that add value

without adding cost. I encourage you

to read the "Info Sources" and "News

Briefs" columns regularly to find strate-

gic information and resources that can

help improve your services.

Maria Lund

As always, if you have any ideas
about how to improve the Journal or if

you'd like to contribute an article to a
future issue, contact me or a member of

the Communications Advisory Panel.

And please join me in welcoming two

new panel members who will help pro-

vide aglobal perspective to the

Journal—Harry Parker, director of inter-

national development for OSA Group in

Sydney, Australia, and Andrea Lardani,

clinical manager of EAP LatinA

Corporation in Buenos Aires.
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The Security
Her Mistakes

want to applaud Pam Wyss for

her "First Person" column, titled

"How Not to Respond to a

Critical Incident," which appeared in the

1st quarter 2008 Journal of Employee

Assistance.

As I read her account of a high-

intensity critical incident response, I had

two thoughts: First, this person is a true

professional in teaching her colleagues.

Whereas most of us would write about

how wonderfully we responded, she

had the security to share her mistakes.

My second thought was that I, as

an EAP coordinator, am uncomfortably
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capable of malting the same mistakes

in a critical incident response, perhaps

because I'm sometimes too smug with

my own years of experience. I liked her

lessons so much that I read them out

loud to a meeting of our South Beach

Psychiatric Center Critical Incident

Response Team here in New York.

Smart people learn from their

mistakes; smarter people learn from

other people's mistakes. Thank you,

Pam Wyss.

Gary Bisogna, M.A., CEAP, LMHC
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Preparing for the Challenges of Research
While nearly all employee assistance professionals agree on the need

for more research, proving the business value of EAPs will pose fundamental
challenges for our industry.

uch fanfare surrounded the
inaugural meeting of the
Employee Assistance

Research Foundation (EARF) at the
2007 EAPA Conference in October. The
naming of Paul Roman, distinguished
professor of sociology at the University
of Georgia, as senior advisor to the
EARF board of directors and a pledge
of matching financial support from the
Carl Tisone Family Foundation formal-
ized the presence of this organization
within the EAP world. The event was a
true milestone for the EAP field, and
Carl Tisone deserves our recognition
for organizing this initiative.

Although congratulations are cer-
tainly in order, Tisone's call to action
(excerpted in the 1st quarter 2008 issue
of the Journal) should be viewed as a
wake-up call. While we have been busy
doing our good work, the world of
employee assistance has moved, without
guidance, from under our feet—and in
the wrong direction.

IS RESEARCH A CURE?

Few will disagree with Tisone's indict-
ment that there is an absence of signifi-

John Pompe is manager of behavioral health pro-
grams for Caterpillar, where his responsibilities
include direction of the company s global
employee assistance programs, behavioral
healthcare benefits, and psychiatric disability and
disease management programs. He can be
reached at pompejcQcat.com.

Dave Sharar is the managing director of Chestnut
Global Partners, an international employee assis-
tance and expatriate support firm that is based in
Chestnut Health Systems. He is also a research
scientist with Chestnut's Research Institute;
where his focus is on program evaluation, out-
comes, and consumer and ethical issues in EAP.
He can be reached at (309) 820-3570 or
dshararQchestnut. org.

cant empirical evidence showing that
an EAP—in any of its shapes and
sizes—offers measurable business-
relevant value. This is not to suggest
that EAPs offer no value; rather, we can't
prove that they do. The gold standard
of research, the randomized controlled
study, does not exist in the contempo-
rary EAP world.

When was the last time attorneys,
accountants, or human resources profes-
sionals were required to conduct a ran-
domized control trial of their daily
activities to justify their existence and
command respect? It's not likely that
they ever have. What matters is that
businesses could not operate without
these functions, and that is the evidence
of their value.

EAPs, however, cannot make that
claim. EAPs don't convey the same
immediate business impact as an ac-
counting or legal department. Employee
assistance is not recognized as a "disci-
pline" and does not have its own unique
academic training, license to practice,
or highly developed body of knowledge.
Therefore, the future of EAPs is much
more tenuous.

DEFINING AN EAP

EAPs are rooted in medicine, as is the
entire field of mental health. While the
proper "place" of EAPs—in the "world
of work" versus the "world of health"—
can be debated, it is our observation that
even the "Thundering Hundred" were
trying to help employees recover from
an illness. Successful recovery resulted
from using employment as leverage to
motivate and, occasionally, coerce resist-
ant employees into receiving treatment
and returning to full productivity.

In his call to action, Tisone
describes the mission of employee assis-
tance as "the application of our core
competencies to the improvement of
organizational productivity through the
enhancement of individual well-being."
He boils this down further by quoting
two of the Thundering Hundred as say-
ing, "Focus on job performance and the
rest will take care of itself."

If only it were that simple.
Recent research by Sharar (2007)

shows that contemporary EAPs, with
their use of affiliate networks, overlap
significantly with services provided
through the employer's outpatient
behavioral health benefit. The content
of EAP interventions, as practiced by
network affiliates, has drifted from
Roman and Blum's original EAP Core
Technology. There has been significant
"leakage" from routine general practice
counseling into EAPs, to the point that
many EAP clients simply receive brief
treatment in an EAP setting.

Some employers (though certainly
not all) may be paying two premiums
for similar or identical services. A few
savvy purchasers will connect the dots
to see the broad business-relevant value
of an EAP, but most purchasers view
them as a type of employee counseling
benefit designed to lessen the burden
of employees' mental health, substance
abuse, and behavior problems on their
ability to operate a business.

Therein lies the good news—we
know how to address these personal and
medical problems. There is even empiri-
cal evidence demonstrating that we
know how to treat illnesses such as sub-
stance abuse and depression with tools
that we are trained and licensed to use.

www.eap-association.org 2nd Quarter 2008 •Journal of Employee Assistance • 7



Depression is now one of the lead-
ing causes of disability and performance
decline worldwide, and employers are
seeking solutions. But here's the irony:
companies large and small are spending
top dollar for products such as disease
management or "care management" for
depression. As the EAP profession has
floundered to find its identity and
invested little in developing evidence-
based practices, industries such as man-
aged behavioral healthcare (MBH), dis-
ease management (DM), health promo-
tion, wellness, and disability manage-
ment have walked right in and adopted
the identity we have been futilely search-
ing for yet are so unwilling to accept.

All of these industries have pro-
posed solutions to address the problem
of mental health in the context of the
workplace, albeit with varying levels
of supporting data. Some are investing
resources in randomized controlled trials
to demonstrate their impact on business-
relevant metrics.

AN END TO COMMODITIZATION

What does this mean for EAPs?
Tisone's compelling call to action

has occasional references to w e and
what. The we refers to those who sell
EAPs, manage accounts, work in call
centers, develop work-life resources, see
EAP clients in private practices, hold
offices in union halls, conduct training,
and operate internal EAPs. The what
refers to all of the things we promise to
do for the consumers of EAPs.

The "we" and "what" of employee
assistance are still too vague and still
far too undervalued. Only through the
development of a body of empirical
research can we demonstrate clear proof
of the value of what we do. Out of that
evidence will come greater respect for
our work, an end to marginalization and
commoditization, and a transformation
of the world of EAPs.

There is clearly a paucity of empiri-
cal research supporting contemporary
EAP products and practices. Research in
employee assistance is dominated by
proprietary vendor program evaluations
that do not subscribe to levels of rigor
commonly seen in studies funded by

the National Institutes of Health.
Notwithstanding the lack of sound
empirical outcomes, the EAP field has
thus far been able to avoid scrutiny of its
lack of evidence. As an industry, how-
ever, we have slowly and quietly been
victimized by our lack of a business case.

There are many published studies
looking at EAP-type services. Most are
either fraught with methodological prob-
lems or focus narrowly on EAP process
evaluations, single case studies, and
measures of client satisfaction. We con-
tend that the lack of an evidence base
and business-relevant metrics have led
directly to the erosion of the business
and practice of employee assistance.

The power of sound science in a
health-related industry can be demon-
strated in the simple example of dia-
betes. Asmall body of sound empirical
studies published in reputable scientific
journals has made the connection
between improved diabetes control and
business-relevant measures, such as
healthcare costs, absenteeism, disability,
and retention (Wagner et al. 2001; Testa
and Simonson 1998; Centers for Disease
Contro12002). For example, studies
conducted by Gilmer et al. (1997) dem-
onstrate that when diabetics with no
significant co-morbid illnesses reduce
their Hbalc level by a single point
through treatment compliance and a
healthy lifestyle, their total healthcare
costs can be reduced by as much as
$1,205 per year.

It is most noteworthy that these
studies demonstrate value for the clinical
consumer and potential return on invest-
ment for the employer purchaser,
thereby helping make the business case
for products sold by a thriving industry.
What if an EAP could demonstrate that a
select few of its services resulted in a 50
percent improvement in depression
symptoms, reduced absenteeism by nine
days per year per employee client, and
reduced total healthcare claims by $800
per year per client? How might such a
study influence EAP sales presentations?
How many more companies would rein-
vest in EAPs?

The EAP field is in need of scientific
rigor that demonstrates evidence-based

practices and outcomes that are both
clinical and business-relevant. While the
academic and financial infrastructure
does not yet exist to accomplish this, the
EARF provides an excellent first step. We
are not suggesting that EAP vendors stop
conducting studies of process measures
that aid in quality management and eval-
uation. Our point is that .the industry
needs independent, multi-site, random-
ized control studies that demonstrate the
impact of what we do.

SQUARELY FACING THE CHALLENGES

Fundamental to developing any research
initiative is to (a) define a research ques-
tion, (b) operationally define the con-
struct to be studied, and (c) determine
the methods available to study the ques-
tion. There are two reasons why these
fundamentals are the largest challenges
facing the research initiative—so large
they could undermine the mission of
the EARF.

First, breaking the world of
employee assistance into separate com-
ponents to study effectiveness challenges
the validity of each product, job, and
service that comprise the industry. We
imagine there may only be marginal sup-
port from large EAP vendors for research
potentially demonstrating that pieces of
their product show no financial benefit
(e.g., return on investment) for pur-
chasers. In addition, the results of such
research may even be hidden from pur-
chasers when they reflect unfavorably
on product offerings.

Second, notwithstanding the EAP
Core Technology, there is no consistent
and well-defined operational definition
of an EAP. Instead, we have a large ar-
ray of products and practices that fall
under the rubric of employee assistance.
Therefore, rather than immediately set-
ting out on a path to research the cost
effectiveness of EAPs, we need to step
back, break employee assistance into its
fundamental components, and opera-
tionally define the individual activities
that comprise its practice. Once we can
articulate the exact "recipe" for an EAP,
we can begin asking research questions.

It is to be expected that some, if not
many, of the constructs that make up an

8 •Journal of Employee Assistance • 2ntl Quarter 2008 www.eap-association.org



EAP will not "show" well under the
scrutiny of well-controlled research. Still,

this level of rigor will be necessary for

EAPs to move Co a higher level of profes-
sional credibility and reap longer-term

financial benefits. The long-Germ results

will reveal a list of "active ingredients" of

an EAP that clearly show positive out-
comes (that is, evidence-based practices).

Again, we inttst be prepared to chal-
lenge our definition of what is and isn't
an EAP. It is possible that components
of what we view as an EAP will show no
improvements on the measures we view

as important, such as clinical improve-

ment, improved absenteeism, reduced

accidents, or decreased healthcare costs.

However, a demonstration of partial or

limited benefits does not mean that we

must stop doing some of the things we

consider fundamental to EAP practice.
A glance at a tube of toothpaste, for

example, shows that only one of the 15

ingredients is "active," but the remaining

14 are still relatively important to the

overall duality of the product.

A reasonable analogy to conducting

EAP research would be for the medical

community to study the benefits of hos-

pitalization. Taken as a whole, it would

be impossible to comment on the bene-

fits of hospitalization because of its many

discriminate parts and a lack of an oper-

ational definition. Broken down, how-

ever, the benefits of all the things that

encompass a stay in the hospital can

be evaluated.
For example, what is the efficacy of

[he medical care provided? Does a pri-

vate room or a television hanging from

the wall help patients recover faster? Is
there evidence in favor of frequent visits

by a nurse to the hospital bedside, or

value in allocating real estate resources

to an in-house gift shop? These ques-

tions seem tangential but [hey reflect

the "ingredients" of hospitalization.

~ TI C FAR CHANGE

In many ways, the practice of employee
assistance is no different. Like toothpaste
or a stay in the hospital, there are many
"active" and "other" ingredients that
comprise an EAP. Perhaps case manage-
ment and follow-up lead to improved

www.eap-association. org

business-relevant measures, while refer-

rals for childcare, pet sitting, or shor[-

term couples counseling do not. The fact

is, we just don't lmow

No third party is going to force us

eo self-evaluate to the degree suggested

in this arCicle. If we choose not to, how-

ever, the value of EAPs will be out of our

control and left to the whim of the econ-

omy and the purchaser. It is our respon-

sibility to identify what works and get

better at it, and stop doing whae doesn't

work. We must also, in an unbiased

and objecCive fashion, disseminaCe this

knowledge to purchasers.

At chat point, and probably only at

that point, the perceived financial value

of an EAP will grow and no longer s[ag-

nate. Ac that point, employee assistance

will be a practice, a product, and a pro-

fession [hat we can provide with unwa-

vering confidence. B
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Do EAPs Work for Employers on
bong Island?

Employers on Long Island are more likely to use EAPs than employers nationwide,
and they perceive that the programs offer a significant return on investment.

n an effort to manage rising health-
care and employee injury costs,
many employers have discovered

that instituting an employee wellness
program can pay dividends in the form
of greater attention to safety, higher
employee retention rates, and better
company morale. Such programs are
based on the principle that a healthy
and happy employee will be more pro-
ductive and effective, a principle vali-
dated by substantial empirical evidence.

Employee wellness programs are
defined as programs designed to main-
tain or improve employee health before
problems arise. From a management
perspective, the benefits of instituting a
wellness program are many:
• Lower insurance premiums;
• Increased productivity;
• Decreased employee absenteeism;
• Improved morale; and

Less stressed, more focused
personnel.
One component of most wellness

programs is an employee assistance pro-
gram (EAP). The prevalence of EAPs has
increased significantly over the last 20
years, to the point that more than seven
in 10 U.S. employers now make EAP
services available to their employees
(SHRM 2006).

RESULTS OF 2004 SURVEY
In June 2004, the author conducted a
survey of employers on Long Island,

Peter Mulligan is an
associate professor at
Dowling College in
Oakdale, New York. He
can be reached at mulli-
gapC~dowling. edu.
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New York, to determine the impact of
wellness programs on their organiza-
tions. The survey was mailed to 524
companies representing a cross section
of the Long Island business community.

The organizations that responded to
the survey fell into the following cate-
gories: corporations (70.7 percent), non-
profits (22 percent), and healthcare
providers (73 percent). Approximately
one-third of the responding businesses
had 50-100 employees, one-quarter
employed 100-250 workers, 17 percent
had 250-500 employees, and 19.5
percent had 500 employees or more.
Roughly one in six (93) of the respond-
ing companies had a wellness program.

Figure 1 identifies the components
of the wellness programs and their
prevalence. The study found that EAPs
were second only to smoking cessation
initiatives in their prevalence among
wellness programs.

Survey respondents were also asked
to assess the impact of the components
of their wellness programs, with a score
of 1 equating to highest impact and 4
to least impact. As Figure 2 depicts, the
component with the third-greatest
impact was EAPs.

In light of the results of the 2004
study, the author thought it would be
beneficial to survey the same organiza-
tions to learn more about their EAPs.
Specifically, the survey would examine
participation rates by employees, identify
the categories of program utilization, and
quantify the return on investment (ROI)
for the employers.

RESULTS OF FOLLOW-UP SURVEY

In June 2007, the author conducted a

survey of the same 524 Long_ Island,

employers polled in 2004. The survey

comprised six questions and was admin-

istered by mail. A copy of the survey

appears in Figure 4.

Figure 1: Components of Wellness Programs

# of Employees 50-100 100-250 250-500 500+

Back Pain Management 27.3% 54.5% 66.7% 85.7%
Blood Pressure Monitoring 9.1 18.2 33.3 71.4
Cholesterollmprovement 9.1 27.3 33.3 85.7
Disease Management 18.2 90.9 100.0 85.7
EAP 54.5 90.9 100.0 100.0
Fitness Center 0 9.1 16.7 85.7
Health Club Incentive 27.3 27.3 50.0 57.1
Heaith Education 0 0 66.7 71.4
Health Fairs 27.3 9.1 50.0 71,4
Health Risk Appraisals 63.6 81.8 66.7 71.4
Nutrition Counseling 9.1 36.4 33.3 85.7
Smoking Cessation 90.9 100.0 100.0 100.0
Stress Management 45.5 27.3 66.7 85.7
Weight Control 54.5 18.2 66.7 71.4

www. eap-association.org
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Figure 2: Impact of Wellness Program Components

N High Low Mean

Back Pain Management 18 2 4 2.78
Blood Pressure Monitoring 10 2 3 2.70
Cholesterollmprovement 10 2 3 2.60
Disease Management 23 1 3 1.39
EAP 24 1 2 1.58
Fitness Center 6 1 3 1.83
Health Club Incentive 13 1 4 2.69
Health Education Gasses 9 2 4 3.22
Health Fairs 11 2 4 3.36
Health Risk Appraisals 25 1 4 1.88
Nutrition Counseling 11 2 3 2.82
Smoking Cessation 31 1 3 1.32
Stress Management Classes 17 2 3 2.47
Weight Control 14 1 4 2.64

Figure 3: Impact on EAP Utilization

N High Low Mean

Company Intranet 
/ Website 71 1 3 1.33

Wellness / EAP Newsletter 74 1 3 1.59
Supervisory Training 60 2 4 2.64
Employee Benefit Orientation 50 2 4 2.71

The purpose of the first two survey
questions was to qualify the respondents
by size of organization and duration of.
their EAP (if available). The third ques-
tion attempted to discover the overall
employee utilization rate of each EAP,
the fourth question looked at participa-
tion rates by category, and the fifth ques-
tion sought to determine the ROI for the
EAP. The last question sought to deter-
mine which of four activities or initia-
tives had the greatest impact on
employee utilization of the EAP.

The surveys were mailed on June 1,
2007, with responses due no later than
June 15. On June 10, a second notice
was mailed reminding the employers of
the due date. Of the 524 survey recipi-
ents, 129 responded, resulting in an
excellent response rate of 24.6 percent.

Of the companies that responded to
the survey, nearly two-thirds employed
fewer than 250 workers-32.3 percent
had 50-100 employees, while 31.3 per-
cent had 100-250 employees. The re-
maining companies were almost evenly

split between 250-500 employees and
500-plus employees.

The survey instructions asked
the individual respondents to identify
their job title/responsibility by choosing
from among the following options. All
but seven of the survey respondents
answered this question. The break-
down of answers was as follows:
• Owner/general manager/executive

(34);
• Human resources generalist (32);
• Benefits professional (30);
• Wellness coordinator (17); and
• Other (9).

More than nine in 10 of the
responding companies (92 percent) indi-
cated they had an EAP, and the plurality
of them had been in existence 5-10
years. Because EAP providers measure
the utilization of their program services
in many different ways, the survey con-
tained specific instructions concerning
utilization measurement. Specifically,
survey respondents were asked to use
the following guidelines:

• Rates of use should reflect employee
use only (not dependents);

• Information-only telephone calls
without assessments should not be
counted;

• Only new cases that were activated
in the last calendar year should be
included in the data; and

• Consultations with the EAP by super-
visors should not be incorporated
into the utilization statistics.
Employee participation rates were

most likely to fall within the 8-10 per-
cent range (111 of 129 respondents).
This rate is higher than the national
average, which is estimated at 5-7 per-
cent (Carlson 2005). Of employees who
used the EAP, most did so to address
career transition (37 percent) and marital
or family (35 percent) issues, with the
remainder presenting for life evenUstress
(15 percent) and substance abuse (13
percent) concerns.

Survey respondents clearly consid-
ered their EAPs to be a sound invest-
ment-83 percent (107 out of 129) esti-
mated the ROI at $7-$9 for each dollar
spent. While this response is encourag-
ing, it is based on the personal percep-
tions and judgments of the survey
respondents and not on any specific
research methodology. ,

The final survey question asked
respondents to rate four activities and
initiatives in terms of their relative
impact on employee utilization of the
EAP. The responses to this question are
summarized in Figure 3.

FUTURE RESEARCH DIRECTIONS

The results of this survey raise four
important directions for future study.
1. EAPs are much more prevalent

among Long Island employers (92
percent of respondents) than among
employers nationally (75 percent,
according to Beidel and Brennan).
What accounts for this discrepancy—
their perceived effectiveness, the pres-
ence of an educated workforce, the
influence of managed care, and/or the
efforts of EAP vendors in the region?

2. The perceived return on investment
($7-$9 per $1 spent) is outstanding.
Specific research methodologies
should be investigated in a follow-up
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survey to confirm the validiCy of these

perceptions.
3. The high impact of wellness pro-

gram/EAP newsletters and company

intrane[s on the LAP utilization rate

should encourage employers to adopt

these elements, if they haven'[ already.

FuCure studies could monitor imple-

mentacion of these tools.

4. The responsibility for EAP review

varies significantly by organization.

Perhaps the size of the company dic-
caces who manages the performance

of the SAP. Further examination of

this issue is needed. ■
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Employee Assistance Program Survey

1. How many employees are employed by your organization?

( ) 1 - 49 ( ) 250 - 499

( ) 50 - 100 ( )More than 500

( ) 101 - 249

2. Does your company have an employee assistance program?

If yes, how long has it been in existence?

( )Don't have one ~ ( )Five to ten years

( )Less than a year ( )More than ten years

( )One to five years

3. What is the overall employee utilization rate of your EAP?

( ) 0-2% ( ) 8-10%

( ) 3 - 5% ( )Above 10%

C ) 5-7%

4. For the employees utilizing the EAP services, what is the nature

of participation by the following categories (in percentage):

* Life events and stress

* Career transition

* Marital /family

* Substance abuse

5. What is the approximate return on investment (ROI)

for your EAP?

( ) $1 - 3 for each dollar invested

( ) $4 - 6 for each dollar invested

( ) $7 - 9 for each dollar invested

( ) $10 and above for each dollar invested

6. Please indicate the level of impact of each of the following on

employee participation:

Most Least

Impact Impact

Employee benefit orientation 1 2 3 4 5

Wellness / EAP newsletters 1 2 3 4 5

Supervisory training 1 2 3 4 5

Company Intranet / website 1 2 3 4 5

www.eap-association.org



Providing Alcohol Education
in the Workplace

Replacing traditional awareness activities with ahands-on "game" helped teach
employees how much alcohol they consume when they pour drinks.

by Suzanne Thomas, Ph.D., and Jeni Bowev~s Pczlvnev; M.E., LPC

he term "standard drink" is
widely used in public health
campaigns to promote respon-

sible use of alcohol. A standard drink is
a serving of any alcoholic beverage that
contains 14 grams of absolute alcohol.
As most beers contain about 5 percent
alcohol, 12 ounces of beer is the equiva-
lent of one standard drink. For wine (12
percent alcohol), 5 ounces is a standard
drink; for liquor (80 proofl, a standard
drink is 1.5 ounces.

The U.S. Department of Agriculture
(2005) recommends that men consume
no more than two standard drinks per
day and that women limit their intake
to one standard drink per day. Un-
fortunately, few adults know what a
standard drink is or how to pour one
accurately (Kaskutas and Graves 2000;
Lemmens 1994). This presents an
important opportunity for alcohol
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Medical University of
South Carolina (MUSC).
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specializes in addictions, co-occurring disorders,
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employers create work environments that are
conducive to job satisfaction and productivity.
She can be reached at bowersjQmusc, edu,

education efforts in the workplace.
In the past, alcohol education activi-

ties for employees at the Medical Uni-
versity of South Carolina consisted of a
booth at the annual employee health fair,
staffed with counselors or experts in the
alcohol treatment field. The booth fea-
tured afree alcohol screening that relied
on psychometrically validated alcohol
screening instruments, and there was a
clear referral plan to the employee assis-
tance program for those who scored
above the threshold for problem drink-
ing. Pamphlets and other pieces of edu-
cational literature were available at the
booth to distribute to visitors.

With pencils in hand and smiles on
our faces, we would sit at the booth and
wait for employees to flock to us, eager
to learn whether their drinking was out
of hand. But only a few people visited us
each year, and we would leave the fair
feeling that our efforts were futile.

This year, we took a different tack.
Accepting that our exhibit was (a) as
appealing as a Weight Watchers weigh-in
ceremony and (b) not likely to benefit
very many employees even if they did
visit us, we focused instead on a more
pervasive problem—the lack of knowl-
edge about the standard alcoholic drink.
We adapted methods used by others to
examine this issue (White et al. 2003)
and turned our exhibit into a fun, inter-
active, hands-on game. The result: At
this year's employee health fair, there was
a line around the corner to play "Wheel
of Pour-tune."

HOW THE GAME WORKS
Our formerly stodgy alcohol education
booth now looks like the gaudy set of a
game show from the 1970s, complete
with a big wheel on one side. The

employee "contestant" spins the wheel,
which comes to a stop with the arrow
pointing to one of three words: beer,
wine, or liquor. The employee is given
a pitcher of water and an empty glass
and told to pour what s/he thinks is the
"right amount for one serving" of the
assigned beverage—that is, a "standard
drink" of beer, wine, or liquor.

It is difficult for alcohol

education efforts by

employers to be perceived

by employees as

non-threatening.

The glass given to the employee is
appropriate for the assigned beverage.
For example, those who are pouring
beer are given a pint glass; those pouring
wine are given a white wine glass; those
pouring liquor are given a lowball glass.
(A pitcher of water is used in all pouring
exercises; the employees are told to
imagine they are pouring the type of
beverage they selected when they spun
the wheel.)

The employee pours the drink and
gives the glass to the Wheel of Pour-tune
"host," who explains the concept of a
standard drink and tells the employee
how many ounces the drink should con-
tain-12 ounces for beer, 5 ounces for
wine, and 1.5 ounces for liquor. The
host then pours the contents of the glass
into a graduated cylinder to show the
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employee how many ounces his or her
drink actually contains.

If the employee pours too much
water into his/her glass, the host adjusts
the amount to the correct volume and
pours the accurate amount of water back
into the original glass. The host then
asks the employee to hold and examine
the glass that contains an accurate stan-
dard drink. Once the employee is confi-
dent s✓he understands "what a standard
drink looks like" for the assigned bever-
age, s/he pours the contents of the glass
back into the pitcher.

THE'CHALLENGE POUR'
The employee is then given a glass with
a different shape and asked to pour a
standard drink using the knowledge s/he
just acquired. This time, the employee
is given an incentive—if s/he pours the
correct amount, his/her name is entered
in a drawing fora $50 gift card from a
local department store. For beer, the
range for a correct pour is 10.8 ounces
to 13.2 ounces; for wine, 4.5 to 5.5
ounces; for liquor, 135 to 1.65 ounces
(each range reflects the correct amount

plus or minus a 10 percent margin of
error).

After the employee pours the water,
the host again uses the graduated cylin-
der to determine the amount of water
in the glass. This part of the activity is
the most exciting for contestants and
observers, who all watch closely as the
contents are measured to see if the pour
is within the acceptable range.

At the end of the exercise, all
employees who participated in the con-
test receive handouts that contain infor-
mation about standard drink amounts
for several different types of alcoholic
beverages, strategies to use if they wish
to reduce their drinking (Publication No.
07-3769 from the National Institute on
Alcohol Abuse and Alcoholism), and
practical advice about pouring a stan-
dard drink at home. We encourage
employees to rely on a jigger for pouring
a standard drink of liquor, and we rec-
ommend ahomework activity for pour-
ing wine—measuring 5 ounces of water
and pouring it into all the different wine
glasses the employee uses at home.
Examining what the amount looks like
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Promote Your Programs

We've got
~ hundreds of low ~

cost products to
help

Pens
Key Tags .__
Magnets :~=._.

i n.-"•iI'oiiar~%i~mi .Str@SS Cards •~•••••~•~°•

Caps
Shirts

Brochures : ; '
Slide Guides ~! ;:,.~,

Health & ~ "''''`
Wellness ~'~''

All products can be imprinted with your company
name, phone number and message

in each glass may help employees to
more accurately pour a standard drink
of wine in the future.

RAISING AWARENESS
While "Wheel of Pour-tune" is not
necessarily askill-building exercise, it
does raise awareness of one of the most
fundamental elements of responsible
drinking—accurately judging how much
alcohol you drink. Most participants
overpoured on both the initial pour and
the challenge pour, demonstrating how
difficult it is to assess the size of a glass.
and pour a "standard drink."

It is difficult for alcohol education
efforts by employers to be perceived by
employees as non-threatening. Certainly,
our past alcohol screening activities were
not perceived as inviting, as indicated by
the fact that few employees dared to
venture near our booth.

Wheel of Pour-tune, on the other
hand, drew a crowd (a new experience
for alcohol screening professionals!),
and employees reported being better
informed about alcohol after participat-
ing in it. We hope that other EAPs and
Wellness Programs will use it and enjoy
similar success. ■

Acknowledgement: This work was
supported by a grant to the Charleston
Alcohol Research Center from the
National Institute on Alcohol Abuse
and Alcoholism.
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Working with Hispanic Clients
Employee assistance professionals must understand cultural and racial

differences when helping Hispanic workers, but the biggest challenge may be
earning their trust and getting them to use the EAP in the first place.

ccording to the 2006 U.S. cen-
sus, there are approximately 45
million Hispanics in the United

States. Close to 30 million are of
Mexican heritage, about 4 million are of
Puerto Rican descent (and have been
U.S. citizens since 1917), and roughly
1.5 million are Cuban. Many of these
Hispanics are in the workforce, so it is
essential that employee assistance pro-
fessionals better understand them and
encourage them to use EAP services.

First, EA professionals must recog-
nize and appreciate the differences
between Hispanics who were born and
raised in the United States and those
who emigrated to this country. His-
panics who have been in the United
States for a few generations (and espe-
cially many Mexican-Americans) are
much more assimilated into U.S. culture
than recent immigrants, who may feel
intimidated due to language barriers.

Second, EA professionals need to be
aware of the class and racial differences
between Hispanics. A physician of
Argentine descent who was born and
raised in Chicago has very little in com-
mon with a factory worker of African
descent who hails from Cuba and
speaks Spanish.

Perhaps the most important vari-
able when discussing Hispanics is the
significance of family ties. Most His-
panics pay more attention to family
members than to friends or co-workers.
If you are trying to get a referral for a
third-party evaluation, the family of the
employee may well be the biggest factor
in persuading the employee to seek
assistance.

Paul Esquilin is EAP coordinator for the Jackson
Health System in Florida. He can be reached by
e-mail at pesquilinQjhsmiami, org,
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~. ~ ~ ,Ip,

GAINING HISPANICS' TRUST
In my years working with Hispanic pqp-
ulations, Ihave learned they value trust
in almost every aspect of their lives.
Hispanic employees who have used my
services feel a bond with me; some have
even tried to thank me by inviting me
to family baptisms or weddings. His-
panics believe in returning a favor and
will refer other Hispanic employees to
you because they trust you and appreci-
ate all you have done for them and their
family members.

Trust is especially important when
assisting undocumented workers. Word
gets around quickly when someone
denies services to an individual because
of his or her legal status. When a His-
panic employee contacts me, I assume
the person is of proper legal status to be
working in the United States. My focus
is on getting the client the help he or
she needs.

Establishing trust can also help
lessen the denial that many clients of all
races and cultures feel when dealing
with behavioral issues. A Hispanic
worker, especially one who is not fully

assimilated into U.S. culture, may won-
der, "Are they going to fire me if I don't
cooperate?" You must make sure this
individual knows his employment is
secure and that you will maintain confi-

dentiality in your interactions with him.

These two variables will make him feel

comfortable and more likely to refer

Hispanic co-workers to you.
Breaking down the language barrier

can also help raise the level of trust and
keep Hispanic workers coming back.
If you have a large Hispanic population
in your workforce, consider hiring a
Spanish-speaking employee assistance

professional; if your organization has a
relatively small Hispanic population,
think about using consultants. in your

community who might be bilingual.

Don't assume, however, that all

Hispanic workers will want to commu-
nicate in Spanish. Consider the example
of a Hispanic worker of Cuban descent
who was born in Florida. He is expen-
encing financial difficulties, and his wife
says she wants a divorce due to his anger

outbursts. Before you refer the worker to
a therapist who is bilingual and sensitive
to Cuban culture, talk to the employee
to determine whether he would rather
see someone who speaks English, since
he has assimilated and considers him-
self American.

MARKETING TO HISPANIC WORKERS
In addition to developing trust with your

Hispanic EAP clients, you should also
think about taking some steps to help
Hispanics feel that there is organizational
interest in their culture. Consider spon-
soring aHispanic recognition event to
coincide with Hispanic Heritage Month.
Such an event would help Hispanic
workers feel a sense of belonging.

When reaching out to Hispanic
workers, make yourself visible, accessi-
ble, and approachable. Consider host-
ing a "meet and greet" coffee hour for

Hispanics, or work with your human
resources department to arrange a bene-
fits or health information fair tailored to

Hispanic workers. If you have printed
materials such as fliers and brochures,
make sure there are copies available in

Spanish as well.

Let other departments and resources
within the organization know that you
are trying to reach out to Hispanics and
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encourage them to do so as well. For

example, if there is a medical clinic/

department in your organization, suggest

that they hire a bilingual health profes-
sional. When you do things that show

you respect the Hispanic culture, doors

within the community will begin to
open because they know you care

about them:
Another way to show Hispanics

you care is to focus on family issues. For
example, statistics show that Hispanic
teenagers are more likely to use prescrip-
tion medicines to get high than other

teenage groups. If you have Hispanic

workers in your organization, it would

be a good idea to have some information

available in Spanish that addresses this
serious problem.

According to my research, an esti-
mated 45 percent of Hispanic teenagers
believe that prescription medicines are
safer than illegal drugs. Unfortunately,
many parents are not aware of the prob-
lem or don't talk to their teenage chil-
dren about misusing prescription med-

ications. This is where your training

and presentations will come into play

If you give a Hispanic
client good service, your
name will be passed
around like wildfire.

in communicating to the Hispanic popu-
lation the dangers of teenage drug abuse
and addiction.

Keep in mind that some Hispanic
families, especially those who are new to
the United States, don't speak about sub-
jects such as drug abuse because they
consider them taboo. Another important
point to consider is that alcohol is still

seen by many Hispanics as recreational

and not really a drug. Hispanics might
even be surprised to hear that alcohol

misuse kills more people than any

illegal drug.

UNDERINSURED AND UNINSURED

One last subject I would like to discuss
regarding Hispanics is the aging popula-

IDENTIFYING SUBSTANCE USE DISORDERS

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

Since 1988 the SASSI (Substance Abuse Subtle Screening
Inventory) has been used to identify substance use disorders
accurately, objectively, and quickly. Adult and adolescent
versions available.
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tion. As you help Hispanic employees in

your organization, you will notice that
many of them either do not carry tradi-
tional medical plans (due to not being

able to afford them) or would rather use

non-traditional alternatives. Hispanics

who are 50 and older and who have
chronic health conditions use hospital

services to a similar extent as non-

Hispanics of that age, but the Hispanic is

less likely to see a physician or another
health care professional. Needless to say,
health care expenditures are lower for

Hispanics than for non- Hispanics with

chronic conditions, and a larger propor-

tion of Hispanics adults are underin-

sured or uninsured than are adults in

other ethnic groups.
More than one-quarter of Hispanics

ages 50-64 with a chronic condition are

uninsured, and almost one-quarter of
them are covered by Medicaid. A survey

last year by the Rockefeller Foundation

found that a quarter of Hispanics were

worried about losing their medical insur-

ance and a similar percentage reported
not going to a doctor because of the

cost. These statistics show why it is so
important to find providers who operate

on a sliding fee scale or community

organizations that can assist you in find-
ing the resources necessary to-get help

for your Hispanic clients.
Going the extra mile to help

Hispanics will more than pay off in the

long run by getting more of them to use

EAP services. If there is a "silver bullet"
for reaching Hispanics, this is it. Word of

mouth works wonders—if you give a
Hispanic client good service, your name
will be passed around like wildfire.

I have lived all of my life in the
United States, and I have made many

Hispanic acquaintances during that time.
I can really say that there are folks in the

Hispanic community who will help you
in any way possible. Make sure that your
EAP is ready and available to help them,

because we all know that during these
troubled times, an EAP can make a dif-

ference in everyone's life. ■
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The Lessons of ~ Free' EAPs
Free and low-cost EAPs are symptoms of predictable business changes

taking place within the employee assistance profession.

he rising number of "free" and
low-cost EAPs is creating dis-
cussion, concern, and ques-

tioning within the employee assistance
profession. From a historical perspec-
tive, the profession has been experienc-
ing areduction in prices for EAPs for
many years. It is safe to say that the
average price of an EAP is lower today
than it was five years ago and is decreas-
ing with each passing year.

Not only are EAP prices trending
downward, EAP services are being
marketed to some employers at no cost,
causing employee assistance profession-
als to consider the implications of "free"
EAPs. EAP providers serving large em-
ployers report that the impact of free
EAPs is not significant, at least at the
moment. This may reflect the fact that
large employers, who typically contract
with large providers, generally are edu-
cated consumers of EAPs—they have
had years of positive experience and
recognize the value of paying an appro-
priate price for more robust services.

Currently, the bigger challenge for
EAP providers serving larger employers
is competing in aprice-sensitive market.
Another challenge facing these providers
is the growing appeal of so-called em-
bedded services, whereby an EAP is
integrated into a health and disability
insurance plan and provided by the
same vendor.

Free EAPs appear to be having a
greater impact on regional EAP vendors,

John Burke is president of Burke Consulting,
which provides business development, business
re-engineering, and mergers and acquisitions
consultation. He is also a founder and director of
LTL Connect in Cardiff, Wales. He can be reached
at jburke~coastalnet. com.

which typically serve small to mid-sized
employers (SMEs): SMEs tend to be less
knowledgeable about the value of EAPs
and are more price-conscious when eval-
uating employee benefits. The notion of
a free EAP is intriguing to SMEs, espe-
cially those considering purchasing an
EAP for the first time. They generally
lack the knowledge needed to make a
good decision about EAPs, but recognize
the significance of the service.

SMEs with a history of providing
EAPs to their employees are less inclined
to be attracted to free programs. If they
do choose to go with a free EAP, they
typically do so because of budget con-
straints, lack of perceived value, dis-
pleasure with utilization rates, or the
desire to have the EAP embedded within
employee benefits and managed by one
vendor. It is interesting to note that
some employers choosing a free EAP
often return to their former provider
within a year or two, citing a low level of
service from the free provider. Another
interesting note is that some employers
will maintain an existing relationship
with a provider while also offering a free
EAP to their employees, thus providing
two options for employees to consider.

PROVIDING MARKET DIFFERENTIATION
The vendors of free EAPs typically are
health plans or disability insurers. They
incur a cost for the EAPs, but the cost is
embedded in the premium for a larger
plan. The EAP is marketed as a free serv-
ice to provide a competitive edge.

Marketing an EAP as "free" does not
require a lot of thought—the cost of the
EAP compared to the cost of the larger
plan is inconsequential. Iwill never for-
get abenefits broker telling me that his

company would provide a free EAP to
an employer and take the cost of the
EAP out of the sales commission just
to sell a health plan!

Generally, the free EAP amounts to
little more than an employee counseling
service. It is a "bare bones" program with
minimal labor costs, limited account
management, little or no reporting, and
low utilization. The program is branded
as a service of the insurer. Often, the
insurer will contract with a large EAP
vendor to provide "back room" func-
tions, but a growing number of large
health plans are providing a free EAP
through their own call center operations.

When the offerings of a free EAP are
examined, the program obviously is not
what the employee assistance profession
would deem a "Core Technology EAP,"
but it meets the needs of certain employ-
ers and offers the insurer a competitive
advantage. That said, many insurers rec-
ognize that most of their competitors
now have free or low-cost EAPs embed-
ded in their plans, so an EAP does not
provide the market differentiation it once
did. Insurers are now looking for new
services to create marketplace distinc-
tion, and they are likely to be in the
health and wellness area.

THE RISE OF FREE EAPS
Human nature is a good beginning point
for any discussion about why free and
low-cost EAPs are becoming more com-
mon. No one wants to pay more than

necessary for any good or service; at the
same time, a purchaser generally expects
to pay an appropriate price Eor quality.
Research has shown that a high price is
perceived to equate with high quality,
while a low price means low quality.
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This relationship between price and
perceived quality should give the EA
profession reason to question how
employers view EAPs. If it is human
nature to pay more for higher quality,
why are free and low-cost EAPs attrac-
tive to some employers? The answer
seems obvious: Some employers do not
understand the value an EAP can bring
to their workplace.

Granted, from a business perspec-
tive—and all EA professionals should
recognize that employee assistance is
a business and is driven by business
logic—offering free and low-cost EAPs
makes sense. Purchasers find it easier to
contract with one provider for several
plans versus contracting with several
providers. For insurers, embedding serv-
ices creates an opportunity for growth.
As CIGNA Healthcare President David
Cordani said recently, "The 2008 strategy
is to have amultiple-product relation-
ship with customers. The retention rates
with existing customers are higher and
profitability levels are higher as the num-
ber of specialty programs grows."

Health and disability insurers are
facing strong market competition and
the commoditization of their industry.
To compete, insurers must redesign their
offerings, create product distinction, and
incorporate functionality that builds
value for both the purchaser and the
insurer. EAPs have become a solution to
this challenge and a mark of distinction
for insurers. As one insurance executive
whose firm provides free EAPs said to
me, "An EAP is a low-cost differentiator."

In addition, insurers recognize that
EAPs can have a positive impact on
reducing financial exposure to health
care and disability claims. A study by
The Hartford shows that workers who
filed short-term disability (STD) claims
and who used an EAP were twice as
likely to return to work at the conclu-
sion of their STD leave than employees
who did not have an EAP available to
them. This translates into significant
cost savings for insurers.

Predictable marketplace forces also
have played a role in the evolution of
low-cost services and, to some extent,
free services. There comes a time in the
life cycle of any product when the mar-

ket becomes competitive and merchants
drop prices in an effort to secure cus-
tomers. The consolidation of providers
through mergers and acquisitions, typi-
cal of any maturing industry, has enabled
operational efficiencies and the lowering
of price points. In addition, providers
have adopted new technologies that have
enabled them to deliver more services to
more people at lower cost.

CREATING AN EXTERNAL DEBATE
Employee assistance professionals, for
their part, have contributed to the evolu-
tion of low-cost and free services by fail ;
ing to develop a universally accepted
definition and value proposition for an
employee assistance program. When I
searched the term "employee assistance
program" on Google, the first definition
(in rank order) that appeared was from
the government of Tennessee, which
defines its EAP as a counseling service
for state employees and family mem-
bers. The second definition was from
Wikipedia, which defines an EAP as
"an employee benefit program offered by
many employers, typically in conjunc-
tion with a health insurance plan." The
third citation, from the government of
Virginia, says, "All health plans offered to
state employees and their dependents
have employee assistance programs."

Has the profession gone too long
without creating a universally accepted
definition of an EAP, and will it now
have to accept the definition suggested
by these search results—that an EAP is
first and foremost a counseling program
provided by health insurance plans?
Without aprofession-driven definition
and value proposition, employers are
left with no standards for differentiating
a performance-based EAP from an
employee counseling program. Both
meet a need, but should both be called
an EAP? In the absence of a commonly
accepted definition, the marketplace
will always decide.

The EA profession has always been
good at debating the value of an EAP
and what constitutes a good program,
but the debate generally has been an
internal one. Employers need to hear the
debate and understand what a perform-
ance-based EAP can offer them.

WHAT LESSONS SHOULD WE LEARN2
The overriding lesson for EA profession-
als and EAP providers is that free and
low-cost services are here to stay. All
industries and professions go through an
evolution that begins with a definition
and proof of concept, moves on to
growth and acceptance, and in time
experiences decline or commoditization.
Commoditization becomes a reality
when four factors come into play:
• Many companies sell similar

products;
• Barriers to entering the market

are low;
• Competitors have little advantage

over each other; and
• Sellers and buyers are well informed

about prices.
These factors are present in the EAP

industry, as evidenced by the decline in
prices and the offering of free and low-
cost EAPs. From the eyes of the EAP
purchaser, if all services look alike on a
spreadsheet, price will be the determin-
ing factor. From the eyes of the EA pro-
fessional, the message could not be
clearer—a re-engineering of services
needs to take place and a new value
proposition created. The sooner these
changes take place, the better.

The re-engineering of services must
be based on the profession's primar~s
asset: the knowledge of the relationship
between human behavior and workplace
performance. The re-engineering must
be driven by the changing needs of the
workplace and an understanding that
the consumer is the driver. Change in
any marketplace creates opportunity, and
opportunity for the EA profession is sig-
nificant. Free and low-cost EAPs should
be viewed as a wake-up call for re-engi-
neering and the reality that the profes-
sion is part of a maturing business.

This is not the time for the EA pro-
fession to remain emotionally and intel-
lectually entrenched. The EA profession
is a business, and business decisions are
changing the direction and dynamics of
EAPs. The EA profession must embrace
change and learn to balance market
needs with professional principles. As
futurist David Zach said, we need to play
by innovation, work with trends, and
live by principle. ■
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Brid in the Di ital Divideg g g
Older workers know the business; younger workers know the

technology. EAPs can help employers bring the two together to share
technological expertise and critical business hno~wledge.

uch has been said and
written in recent years
about the so-called
"digital divide," the gap

between those who have access to infor-
mation technology and the skills to use
it effectively and those who don't. For
better or worse, some people use the
term as a proxy for "generational divide"
and specifically to differentiate between
the Baby Boomers (born 1946-1962)
and the two waves that followed,
Generation X (born 1963-1980) and
the Millenials (born 1981-2000). The
assumption is that Baby Boomers are
uncomfortable with technology and thus
avoid purchasing and using it, whereas
Gen Xers and especially Millenials
would be lost without it.

Research (both mine and that of
others) has shown that the digital divide
is not a matter of age or technological
proficiency. There are a lot of older
workers who are extremely proficient
with computers and plenty of younger
workers who are uncomfortable using
them. The digital divide is really a dis-
tinction between (1) the experience of
coming into the workplace with a set of
assumptions that technology will be net-
worked, information will be available,
communication will be instantaneous,
content will be free, and interactions

Rob Salkowitz is a writer
and consultant focusing
on the social implications

i , , of technology. His book,
"~" Generation Blentl:

Managing Across the
Digital Age Gap (John
Wiley &Sons, 2008),
offers strategies to har-

monize the strengths of different generations in
the information workplace.

by xob s~lk~~~

will be informal and direct versus (2) the
experience of learning workplace prac-
tices first and using technology to imple-
ment pre-existing views of work and
management.

A productive way to look at the dig-
ital divide is whether your knowledge of
computers and technology preceded
your entry into the workforce. If it did,
then you're on one side of the divide. If
you started working and learned the
practices of your job and profession first
and then began integrating technology
into that knowledge base, you're on the
other side of the divide.

One of the great causes of the digital
divide is that technology is no longer
just workplace-based. People in their
twenties and thirties have been a target
market for technology since they were
adolescents, whereas prior to the mid-
and late 1980s, technology was devel-
oped primarily for the workplace.

Even within the workplace, early
technology was mostly transactional in
nature. A company would have a main-
frame computer, and the IT Department
would use it to generate data, but the
technology wasn't integrated into the
business decision-making process.
Eventually, more and more administra-
tive personnel were given desktop com-
puters to produce spreadsheets and
prepare documents, but managers
didn't get their fingers dirty with
these sorts of processes.

For workers who came of age in
the pre-technology era, the digital
divide can be a long and difficult bridge
to cross. Not only might they not feel
innately comfortable with technology—
they didn't grow up with it—they also
feel it's for and about younger people.

Older people don't necessarily see the
technology of social networking as rele-
vant to their lives and' the way they
communicate with co-workers and
friends and family. Consequently, even
the simplest of information technologies
can feel very foreign to highly educated
professionals with long and distin-
guished careers in law or medicine
or advertising.

USING ̀ TECHNOLOGY AMBASSADORS'
What many older workers need is for
someone to show them that technology
is just another way to interact with
others, but that's not a conversation
they would ordinarily have. The ehal-
lenge for organizations is to do more
than just deploy technology—they
need to take the extra step to reach out
to workers to whom it's not intuitively
obvious how to integrate the technology
into their everyday work routines or
how it would benefit them.

This will require a shift in the way
employers think about technology.
Employers typically consider technology
an IT responsibility, so they view techno-
logical applications through the prism
of the capabilities that are promised by
the IT Department and the vendors. For
example, IT management will say, "If we
install these real-time communication
technologies, it will help teams work
together better and speed up document
life-cycle management." Employers
are always looking to do things better,
faster, and cheaper, so they're inclined
to approve any technology that promises
these results.

One problem with this approach is
that the end users of the technology are
rarely consulted before purchasing or
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implementation decisions are made.
Another problem is that deploying new
technology is not the same as re-tooling
an assembly line. New technology often
requires workers to share their knowl-
edge and relationships and work prod-
ucts in ways that might make them feel
more vulnerable or open than they're
accustomed to feeling. This has to be
a process, a negotiation; it can't be a
matter of assuming, "We'll build it and
they will come."

When an organization deploys new
technology, it's not going to work unless
employees like it and use it. It can't be
seen as a necessary evil; it has to be seen
as a real benefit that will help people
work better and faster. When the IT
Department is in charge of technology
deployments, user behavior generally
isn't the first consideration.

So, who should lead technology
deployments? The Human Resources
Department should be involved in the
conversations, and the end users should
be as well. I also recommend that em-
ployers consider establishing a process
whereby younger workers serve as "tech-
nology ambassadors" and meet with
older colleagues to help them get a feel
for how the technology works. The
beauty of this approach is that it can
lead to a productive dialogue between
the generations, because older workers
have knowledge to share as well.

The most likely candidates to
become technology ambassadors are
Millenials. Numerous studies have
shown that Millenials have good rela-
tionships with parents and teachers, are
relatively more respectful of authority
than recent generations, and tend to see
mentoring as helpful to their careers.
Millenials also come into the workplace
with awell-formed team ethic because of
their lifelong exposure to collaborative
technology as students and as con-
sumers. Before they ever set foot in the
workplace, they've been sharing e-mails
and participating in virtual study groups.

On the other side of the divide are
the older, more experienced workers
who have the critical knowledge of how
things work and the professional and
institutional networks that support busi-

www. eap-association.org

ness processes. The question is, are older
workers going to share their information
openly when they perceive that it gives
them a competitive advantage in the
workplace? They have the knowledge,
and their inclination will be to hold
onto it.

Technology is just
an enabler—it allows

people to express
themselves, share their
ideas, get recognized,

and so on.

Organizations will need to find ways
to value that knowledge and compensate
people appropriately for sharing it. It's
not a technology issue or a cultural
issue, it's a dollars and cents issue. It's a
business re-think that needs to happen,
and the sooner the better.

ENGAGING °BOOMERANG BOOMERS'
In addition to facilitating the implemen-
tation of technology, an information
transfer process can assist with the
retention of institutional knowledge.
Throughout most of the 20th century,
older workers were trickling out of the
workforce little by little, so knowledge
retention wasn't an urgent issue. Over
the next 10 years, however, 50 million
Baby Boomers will reach retirement age,
so knowledge management is not an
option—it's a necessity. Forming inter-
generational relationships to transfer
institutional knowledge from older
workers to younger ones can help

mitigate the impact of these mass
retirements.

As the Baby Boomers start to retire,
there is going to be an increasing scram-
ble for skilled and talented workers. The
overall number of workers is diminish-
ing as the workforce ages, so a lot of

employers will be looking to recruit elite
younger workers who have ready-made
skills. Some employers, especially those
that can't offer a stimulating environ-
ment, are going to miss out—younger
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workers, in study after study, say they
aren't interested so much in a paycheck
as they are in a challenging and interest-
ing work experience.

I've talked to a lot of people in man-
ufacturing and "old economy" industries
who say they are having a hard time
recruiting younger workers and who
are looking instead to what I call the
"Boomerang Boomers," the people
who've already completed their careers
and are now re-entering the workforce
out of economic necessity or because
they want to continue to be engaged.
These workers may have had limited
exposure to digital technology and are
more likely to resist using it because they
feel it's external to their jobs and lives.

Keep an eye on the
tech tricks your

younger employees are
using and encourage
them to share them

in one-on-one
conversations with

older workers.

How can employers help
Boomerang Boomers overcome their
reluctance to use technology? A non-
profit organization in New York called
Older Adults Technology Services
(OATS) has conducted a lot of research
to determine which training methods
work best with older workers. OATS
learned that many older workers don't
feel that the training they receive, either
on the job or from community resources
or from books like Windows for
Dummies, prepares them properly for
the workplace. They compare it to learn-
ing aforeign language one sentence at a
time, but without understanding the
underlying grammar.

OATS disassembled the training
process and determined where the gaps
lie. What they found was that they were

E A P S AND THE ELECTRONIC S O C I E T Y

dealing with people who are accustomed
to a linear learning style, who value
written documentation, and who want
to lay a firm foundation underneath
the basic concepts before they proceed.
OATS addressed this by developing a
curriculum for older adults that focuses
on understanding and adopting a digital
mindset as a prelude to the training.

There's a wonderful moment in the
training when the older workers view a
Website featuring digital animals that
people have created. For a few minutes
the workers sit and wonder what's going
on, and then they realize that this is just`
a site where some guy is being creative
and expressing himself, and suddenly
they understand that the technology is
just an enabler—that it allows people to
express themselves, share their ideas, get
recognized, and so on, Once these older
adults understand that concept, it gets
much easier to teach them advanced
skills and get them to experiment and
use the technology the same way
younger people do.

MAKING SURE THE GEARS MESH

Ultimately, every person has his or her
own way of figuring things out. Older
people tend to think, "If I do this wrong,
I'm going to break it." Younger people
are more experimental, so they tend to
learn faster. That's the bridge that com-
panies have to cross—they have to solve
that frustration problem and overcome
that digital barrier. Older workers
already know what they need to know
about the business; what causes the bot-
tleneck is that they don't feel comfortable
in an office where they're circulating
information through e-mail and schedul-
ing meetings through Outlook.

What this means, at bottom, is that
investing in technology without first
developing a plan for getting technology-
averse people interested in adopting it
will result in pouring money down the
drain. The plan needs to include a train-
ing approach that teaches workers not
only h o w to use the technology but also
why to use it and how to apply it to
their particular jobs. The plan also needs
to recognize that this kind of training
calls for a professional. This isn't some-
thing to address by giving workers a CD-

ROM or sending them to a Website.
EAPs should encourage employers to
invest in good training to make sure the
gears mesh between the people and the
technology.

If your employer clients aren't in a
position to professionalize technology
training, encourage them to consider the
benefits of reciprocal mentoring. They
can pair younger workers who have an
innate feel for technology with older
workers who can help teach them the
business. As part of this exchange, the
younger workers can document the
business processes and put them on a
blog or an RSS feed to publish out to
the rest of the organization.

If your employer clients are smaller
businesses, share these recommenda-
tions:

(1) Use your looser approach to
technology as a recruiting advantage.
Small businesses rarely have complex IT
policies governing how their people
work. This makes them much more fer-
tile ground for adopting emergent social
computing applications and collabora-
tion and gives "digital natives" more
opportunity to add value. Millennials
looking to have immediate impact in the
workforce will prioritize these kinds of
opportunities, giving small businesses a
competitive edge in the hunt for talent.

(2) Spread technological knowledge
with cross-generational teams. Keep an
eye on the tech tricks your younger
employees are using and encourage
them to share them in one-on-one con-
versations with older workers. This can
also be a great way to teach younger
workers the tricks of the trade by learn-
ing from experienced colleagues.

(3) Leverage community training
resources to build competency with
older and returning workers. Small busi-
nesses don't have the training resources
of large corporations, but community-
based organizations can help. Look for
ones that specialize in digital literacy, not
just computer training. The goal is to
help older worker and those coming into
the workforce from non-traditional infor-
mationjobs become comfortable with
communication and collaboration so
they can express their talents fully. ■
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Usin Technolo in Mass Disastersg gY
Technology offers EAPs the opportunity to provide employer and

employee clients with more service options during mass disasters and
do so faster, cheaper, and more efficiently.

by Bob VczndePol, M.S.W., and Betty Gilz~eo~e, Psy.D.

APs, healthcare providers,
and health insurance compa-
nies increasingly are using
information technology

applications to address a wide range of
concerns facing their client populations.
For example, when addressing health
and wellness issues, EAPs and health-
care providers are using Websites and
e-mail campaigns to help educate
employees about topics such as fitness,
elder care, and preventive medicine.
When addressing the needs of people
who have already received a diagnosis
of a physical health problem or a mental
health disorder, healthcare providers
and EAPs are using technologies such
as online cognitive behavioral therapy
programs to try to help people recover
and return to productive functioning.

Within the specific domain of criti-
cal incident response (CIR), EAPs and
healthcare providers are assisting people
who have experienced an abnormal
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event that can overwhelm their normal
coping mechanisms. The World Health
Organization recommends use of a
phase-sensitive, multi-component
response for populations exposed to
extreme stressors. Technology can help
make that happen.

Historically, critical incident re-
sponse has depended upon application
of asingle-intervention, one-size-fits-all
approach. An evidence-informed ap-
proach posits that people and organiza-
tions get better in a variety of ways, and
care providers such as EAPs need to be
sensitive to where their clients are in
that process and offer them options.
Technology allows EAPs to offer more
options, no matter where clients may
be in the recovery process.

OFFERING MORE CARE OPTIONS
Information technology offers many
advantages to EAPs involved in critical
incident response. First, it enables them
to provide services more efficiently and
cost-effectively than traditional methods
allow It also offers a level of safety that's
missing in face-to-face care settings. For
example, in the event of a pandemic flu
threat, an EAP will not want to send
out counselors to meet with groups of
employees, because that approach risks
infecting more people. Using technology
can allow an EAP to provide services
more safely in these circumstances.

Providing technology-driven

options also provides an increased sense
of psychological safety for some service
recipients. Whereas many people will
wish to interact in face-to-face groups
and private conversations, some will feel
safer via virtual communication. The last
thing a CIR professional should do is

further strip defenses from someone who
just experienced a frightening event.

Another advantage to technology
is that, as mental health and employee
assistance professionals have always
understood, it is important to communi-
cate within the language of the recipient.
Information technology really is the lan-
guage of Generation Xers and especially
the Millenials. They are more likely to
use technology both professionally and
personally. As new generations enter the
workforce, it is important for EA profes-
sionals to use the language and media
with which service recipients are most
comfortable.

Perhaps the biggest advantage to
using technology is that it allows EAPs
to give their clients access to a broader
matri~~ of care options. Not everyone
recovers from crises or problems in the
same way. We tend to assume that seeing
a therapist face to face is natural for
everyone, but it is actually quite intru-
sive, time-consuming, and foreign for
most people. It's also expensive.

Not every person needs to be face
to face with a care provider or hear a
provider's voice to recover. Some people
might have disabilities that make it diffi-
cult to access care, or they may want to
avoid the stigma associated with seeing a
counselor. Even if they do want face-to-
face care, they may find it difficult to get
an appointment at a convenient time.

By incorporating technology into
your EAP, you are saying to your clients
that they have a lot of different ways to
access care. They absolutely have the
right to see an EA professional one on
one—technology doesn't take away that
option. But with technology, they also
have the ability to go online and access a
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knowledge base, forum, chat program,
or cognitive behavioral therapy program
specific to their concern.

Technology helps empower people
to take charge of their recovery if they so
desire. In fact, by using technology to
offer more care options, EAPs may
increase service utilization by clients
who ordinarily would not come forward
to ask for help.

THREE PHASES OF CIR

Within the realm of disasCer or critical
incident response, care encompasses
three phases: preparedness, response,
and recovery. EAPs can utilize technol-
ogy in each of these phases to minimize
the impact of a crisis and ensure a faster
and more thorough resiliency process.

Preparedness. Disaster prepared-
ness presents a wide variety of opportu-
nities for EAPs. Prior to the attacks of
September 11, business continuity pre-
paredness for crises focused on comput-
ers, telephones, and other infrastructure
concerns. Since then, health experts
have come to understand that there is
no business recovery unless you take
care of your people.

Experts have pointed out that the
negative ramifications triggered by isola-
tion, panic, loss of routine, grief, and
distrust can exceed those of the disaster
itself. Information provides inoculation,
and technological tools can mitigate
panic and its sequelae by efficiently and
effectively providing timely information
to individuals and large numbers of peo-
ple. Figure 1 shows how EAPs can use
technology to help disseminate informa-
tion and prepare for a mass disaster.

In the preparedness phase (as in the
other phases), it is important that events
occur in aphase-sensitive, multi-compli-
ant way. In the case of a Level I or Level
II flu pandemic, for example, if you roll
out a big information campaign about
how to mass bury multiple fatalities, you
will only incite panic and create addi-
tional problems. If you wait until Level V
to provide instructions about how to use
a face mask, your tardy efforts will be
ineffective and actually trigger rage and
a sense of powerlessness.

Response. Even if you inundate
people with knowledge and take all the

E A P S AND THE ELECTRONIC S O C I E T Y

Figure 1: Using Technology to Prepare for Disasters .

• Increase the capacity of remote access facilities

• Increase the trunk capacity of telephone systems to accommodate
greater use of teleconferencing and telephone meetings

• Increase the capacity of Internet connectivity

• Improve information security in anticipation of increased technology use

• Assess EAP policies on teleworking and telecommuting

• Develop media statements for use during disasters

• Develop amulti-component communication plan that utilizes various
types of technology including mass notification for employers and
employees

• Use training videos that address individual, family, and workplace
preparedness

• Utilize preparedness assessments

• Post preparedness content on your employer clients' websites

• Update employers' websites with employee policies specific to
pandemic protocols and procedures

Figure 2: Phase-sensitive Leadership

Deprivation Basic resources

Isolation Connectivity

Chaos Structure

Helplessness Efficacy

Victim Survivor

preparedness steps that experts recom-
mend, amass disaster or crisis will still
entail a response phase. Research has
shown that the following factors deter-
mine the psychological and behavioral
responses to a disaster:
• Pre-existing knowledge;
• Availability and accessibility of infor-

mation;
• Perceptions of equity;
• Perceived faith and trust in institu-

tions; and
• Perceived or actual economic impact.

CIR professionals must remember to
focus on the impact rather than the
event as they plan and scale their
response. Each person and organization
responds differently to similar events.
The impact is contingent upon the
client's experience of the event, not ours.
For example, one of the greatest indica-

tors predicting subsequent difficulty is
whether an individual regards incident .
causation and his/her negative reactions
to it as indicative of personal blame or
weakness. Therefore, the same bank rob-
bery is not the same bank robbery for
all involved employees.

During the Response phase, tech-
nology delivers solutions by offering
those affected a number of options to
accomplish the following tasks:
• Task One: Maximize employee trust

and effectively communicate risk and
health information. Position organiza-
tional leadership as competent and
compassionate.

• Task Two: Maximize adaptive behav-
ior change. Provide the means to
quickly resume functional tasks and
adopt typical resiliency behaviors
and resources.
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E A P S AND THE ELECTRONIC SOCIETY

Figure 3: Ongoing Stressors Affecting Corporate Recovery

• Actual or perceived reduction in workplace safety

• Pursuit of legal, medical, and/or psychiatric opinions

• Employees coping with issues related to grief/loss, increased financial
strain, family concerns, and physical needs

• Harsh employee and public judgments if emergency decisions were
handled poorly (and sometimes even when handled well!)

• Tolerance among departments and personnel often decreases as stress,
role conflict, and extreme fatigue set in

• Employees having difficulty concentrating at work and the resulting
increase in mistakes

• Irritability with fellow workers and customers

• Increased absenteeism and presenteeism

• Decreased productivity

• Employee attrition

• Increased Workers Compensation costs

• Ongoing corporate financial concerns

• Negative community and marketplace image

Task Three: Reduce negative social
and emotional impact and improve
healthy coping. Normalize reactions
and triage toward adaptive function-
ing or additional care.
Task Four: Support key personnel in
critical functions. Provide leadership
consultation and access to pertinent
resources.

The response must also be delivered
in aphase-sensitive, multi-component
way. Behavioral health professionals err
when they immediately rush in to "do
clinical things." Competently and com-

passionately facilitating a series of phase-

based transitions is most helpful (see
Figure 2).

Based upon an assessment of need,
those leading the response must help

individuals and organizations transition

through the identified phases. Sequenc-
ing is crucial—asking people how they
feel when they lack food, clothing, and
shelter does not empower them.

Begin by ensuring access to safety
and basic resources. Tragedy tends to

isolate, so connectivity to natural social

supports and professional resources is
helpful. Often the work team is the best

resource for social support because
members shared the incident and under-
stand the experience better than friends
and family.

Tragedies produce external and
internal chaos. People and teams find it
helpful when they transition from chaos
to a predictable structure. Sharing perti-
nent information to guide understanding

and facilitation of re-involvement in nor-
mal, comfortable, familiar tasks fosters
resiliency.

Timely return to function or adap-
tive functioning helps replace the sense
of helplessness with aself-identification
of efficacy. Successful transit to this
objective provides a sense of confidence
and hope. The focus should be on what

one can accomplish vs: what one feels

helpless to address.

As the immediate impact shifts in

intensity, people begin to attribute mean-

ing to the incident and integrate it into

their world view Aself-definition as a

survivor is more life-giving than that

as a victim.

Technology can efficiently support

delivery of a wide range of tools

(Webinars, Web-enabled videos and

audio conferences, forums, etc.) to

address each of these transitional phases,
For example, videos can provide a
refresher for managers on immediate

support and referral skills, deliver "semi-

face-to-face" briefings on current status,

and provide psychological first aid brief-

ings that include information regarding

self-care coping strategies.

Because disasters sometimes over-

whelm common communications tech-

nologies, it is important to have a lot

of redundant options available. These

options include mass communication

capabilities, knowledge-based content,

asynchronous and live chat, videoconfer-

encing, cellular phones, and voice over

Internet protocol (VOIP), to name a few

Mass notification empowers organiza-

tions to lead and communicate effec-

tively to do the following:

• Ensure constant and consistent

communication;
• Notify employees about public

infrastructure shutdowns;
• Reschedule resources and staffing;

• Tell employees where to obtain

reliable information; and
• Provide phase-specific education

and information.

Recovery. After the response phase
has been implemented, EAPs need to
begin helping their clients move into
recovery. It is important to remember
that even in the worst of scenarios,
people are more resilient than initially

believed. The vast majority of them,

with the application of psychological
first aid and some good self-care, will
not reach diagnosable levels of behav-
ioral health illness.

Just as your employee clients need
to recover, your employer clients need to
recover as well. Figure 3 identifies some
of the stressors that can affect the long-
term health of organizations affected by
mass crises and disasters.

These concerns are not new~to
EAP professionals and fall within the
realm of everyday service delivery.
Technology applications simply multiply
the ways EAPs can deliver services and
keep pace with how our customers now
conduct business. We do important
work and must embrace technology
to do it well. ■
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MORE THAN ONE IN FIVE WORK
48-PLUS HOURS WEEKLY
An estimated 22 percent of the global
workforce, or 614.2 million workers, are
working more than 48 hours per week,
with employees in developing countries
and in the services sector and the secu-
rity industry among the most likely to
work long hours.

The International Labor Organi-
zation (ILO), an arm of the United
Nations, analyzed employment in 50
countries during 2004-2005 and found
widespread differences in working hours
between developed and developing
countries. Peru topped the overtime list,
with 50.9 percent of workers putting
in more than 48 hours per week, fol-
lowed by the Republic of Korea (49.5),
Thailand (46.7), and Pakistan (44.4).
In developed countries, where working
hours typically are shorter, the leaders in
working 48-plus hours were the United
Kingdom (25.7 percent), Israel (25.5),
Australia (20.4), Switzerland (19.2),
and the United States (18.1).

The ILO found that laws and poli-
cies governing working time have a lim-
ited influence on actual working hours
in developing economies. Attempts to
reduce hours in these countries have
been unsuccessful for various reasons,
including the need to work long hours
simply to make ends meet and the wide-
spread use of overtime by employers in
an effort to increase output.

Working hours in the services sector
and its subsectors tend- to be the most
varied. In Mexico, a higher proportion of
workers spend more than 48 hours per
week on the job in the wholesale and
retail trade than any other industry. In
Jamaica, working hours in the security
industry, which has among the longest
legal hours of any industry, have been
estimated at 72 hours per week.

Another element of concern is what
the ILO calls a clear "gender gap" in
working time. The study found that men
tend to work longer average hours than
women worldwide, with women work-
ing shorter hours in almost every coun-
try studied. Among married couples
with children, men's paid working hours
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tend to increase while women's paid
working hours decrease.

In the informal economy, which
provides at least half of total employ-
ment in all regions of the developing
world (with about three-fifths of it self-
employment), some 30 percent or more
of all self-employed men work more
than 49 hours a week. Meanwhile,
women in developing and transitional
economies are resorting to informal self-
employment to reconcile their work anA
family responsibilities.

For more information about the
study, Working Time around the World,
visit ilo.org.

OBESE WORKERS MUCH MORE
LIKELY TO MISS WORK
Obesity and morbid obesity are associ-
ated with increased rates of work absen-
teeism and cost U.S. employers an
estimated $43 billion per year in lost
productivity, according to a study pub-
lished in the December 2007 issue of
the Journal of Occupational and
Environmental Medicine.

Using health data, the study authors
determined that 29 percent of men and
women are obese, defined as a body
mass index (a measure of body fat based
on weight and height) of 30 or higher.
Of the obese, 8 percent of women and
6 percent of men are morbidly obese,
meaning their body mass index is 40
or higher.

Obese women were found to be 61
percent more likely to miss work time
than women of healthy weight. For
morbidly obese women, the figure rose
to 118 percent.

For women, obesity was linked to
missed work time across all occupational
categories; for men, the relationship
varied by occupation. Women in the
"professional" occupational category
accounted for 28 percent of obesity-
related costs, while men in the "manage-
rial" category accounted for 37 percent.

The researchers estimated the total
costs of obesity-related absenteeism in
the United States at $43 billion (in 2004
dollars). Female workers accounted for
about three-fourths of the total, or $3.2
billion. All told, obesity accounts for
more than 9 percent of the total costs
of work absenteeism.

For more information, visit
joem.org.

BULLYING MORE HARMFUL
THAN SEXUAL HARASSMENT
Although both bullying and sexual
harassment can create negative work
environments and unhealthy conse-
quences for employees, workplace
aggression has more severe conse-
quences, according to two. Canadian
researchers.

Sandy Hershcovis of the Univer-
sity of Manitoba and Julian Barling of
Queen's University in Ontario reviewed

Prevalence of Alcohol Problems by Industry Sector
Industry Sector Male Female Overall
Leisure/Hospitality/Arts 17.4 12.6 15.0
Construction/Mining 15.2 10.0 14.7
Wholesale Trade 14.6 5.3 11.9
Professional 13.3 7.1 10.6
Retail Trade 13.4 6.2 9.7
Finance/Real Estate 11.2 7.6 9.2
Manufacturing 9.5 6.5 8.6
Transportation/Utilities 9.1 4.8 8.2
Information/Communication 12.7 4.8 8.1
Agriculture/Forestry/Fishing 8.7 1.9 7.2
Other Services 8.9 3.8 6.4
Education/Health/Social Services 9.4 4.3 5.4
Public Administration 6.4 4.1 5.3

SOURCE: Ensuring Solutions to Alcohol Problems, 2008

www. eap-association. org



110 studies conducted over 21 years
that examined the consequences of
employees' experiences with sexual
harassment and workplace aggression.
Specifically, the authors looked at effects
on job satisfaction, stress, anger and anx-
iety levels, mental and physical health,
and job turnover.

The authors distinguished among
three forms of workplace aggression:
• Incivility, which included rudeness

and discourteous verbal and non-ver-
bal behaviors;

• Bullying, which included persistently
criticizing employees' work; yelling;
repeatedly reminding employees of
mistakes; spreading gossip or lies;
ignoring or excluding workers; and
insulting employees' habits, attitudes,
or private life; and

• Interpersonal conflict, which included
behaviors that involved hostility, ver-
bal aggression, and angry exchanges.
Employees who experienced bully-

ing, incivility, or interpersonal conflict
were more likely to quit their jobs, have
lower well-being, be less satisfied with
their jobs, and have less satisfying rela-
tions with their bosses than employees
who were sexually harassed. Further-
more, bullied employees reported more
job stress, less job commitment, and
higher levels of anger and ar~iety.

The study findings were presented
at the Seventh International Conference
on Work, Stress and Health, co-spon-
sored by the American Psychological
Association, the National Institute of
Occupational Safety and Health, and
the Society for Occupational Health
Psychology.

For more information, visit apa.org.

HOSPITALITY, CONSTRUCTION
WORKERS MORE LIKELY TO
ABUSE ALCOHOL
Workers in the hospitality and construc-
tion industries have higher rates of alco-
hol abuse than employees in other sec-
tors of the economy, and men are as
much as three times as likely to suffer
from alcohol-related problems as
women., according to a new report on
alcohol's impact on the workplace.

www.eap-association.org

Researchers at Ensuring Solutions
to Alcohol Problems, an initiative spon-
sored by the Pew Charitable Trusts, ana-
lyzed government data and found that
15 percent of employees in the hospital-
ity industry and 14.7 percent of those
engaged in construction and mining
suffer from serious alcohol-related prob-
lems. At the low end of the spectrum,
only 5.3 percent of workers in public
administration abuse alcohol. Overall,
an average of 9 percent of U.S. workers
drink in ways that contribute to absen-
teeism, higher health care costs, and
lost productivity.

According to the research team's
analysis, a hotel chain with 20,000
employees would accrue $8.9 million
in alcohol-related health care costs and
absenteeism in a single year. Young
males would account for the bulk of
these costs—researchers found that men
working in hospitality are approximately
50 percent more likely to have an alco-
hol-related problem than women in the
same industry, while more than 18 per-
cent of workers between the ages of 18
and 25 have an alcohol-related problem
(compared to just 7 percent of workers
26 and older).

The researchers arrived at these
findings after analyzing two large gov-
ernment-sponsored epidemiological sur-
veys, the National Survey on Drug Use
and Health (NSDUH) and the National
Comorbidity Survey. The results of their
research have been incorporated into a
Web-based calculator that employers
can use to estimate the impact of alcohol
problems and the potential cost savings
to be gained through workplace screen-
ing and brief intervention. The calculator
is at wwwalcoholcostcalculator.org.

In addition to analyzing the scope
of workplace alcohol problems, the
report promotes the adoption of a prac-
tice known as Screening and Brief
Intervention (SBI). SBI has been shown
to reduce excessive alcohol use when
administered to patients in a variety of
settings, including hospitals and univer-
sities.

The report is available online at
vwvwensuringsolutions.org. ■
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FACT SHEET HELPS EMPLOYERS
EVALUATE SCREENING TESTS
In response to the growing use of vari-

ous tests by employers to screen job
applicants, the U.S. Equal Employment
Opportunity Commission (EEOC) has
released a fact sheet that describes the
application of federal anti-discrimination
laws to such tests and other procedures
used to evaluate potential employees..

The fact sheet describes common
types of employer-administered tests and
selection procedures used in today's
workplaces, including cognitive tests,
personality tests, medical examinations,
credit checks, and criminal background
checks. The fact sheet also recommends
best practices for employers to follow
when using employment tests.

Discriminatory employment tests
and selection procedures are prohibited
by Title VII of the Civil Rights Act, the
Americans with Disabilities Act, and the
Age Discrimination in Employment Act,
all of which are enforced by the EEOC.
The agency has witnessed an increase in
employment testing due in part to secu-
rity concerns and issues related to work-
place violence, safety, and liability. In
addition, the large-scale adoption of
online job applications has motivated
employers to seek efficient ways to
screen big applicant pools.

Charges of job discrimination filed
with the EEOC regarding employment
testing and exclusions based on criminal
background checks, credit reports, and
other screening tools have trended
upward in recent years. In May 2007,
the agency held a public meeting in
which evert panelists addressed legal
issues related to the use of employment
tests and other screening devices.

The fact sheet is available at
www eeoc. gov/policy/do cs/factemploy-
ment_procedures.html.

DRUG-FREE WORKPLACE KIT
AVAILABLE ONLINE
Employers interested in developing

drug-free workplace policies and pro-

grams can download a free kit that pro-

vides workplaces of all sizes with practi-
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cal, evidence-based information,
resources, and tools.

The kit, available from the
Substance Abuse and Mental Health
Services Administration (SAMHSA),
explains what employers need to do to
protect and prepare the workplace, iden-
tify substance abuse related-issues, and
provide prevention education and assis-
tance to employees. It discusses how to
build a team, assess the workplace,
develop a policy, and plan and imple-
ment aprogram. It also provides guid-
ance on establishing systems for evaluat-
ing the program's effectiveness.

The kit contains nine brochures, 13
fact sheets, a bumper sticker, and two
18" x 24" original art posters for display
in workplaces. Its major sections address
the following topics:
• Components of a drug-free workplace
• How to assess your organization's

needs
• How to develop adrug-free work-

place policy
• Educating your employees
• Training your supervisors
• Creating an employee assistance

program
• Drug testing in the workplace

The kit was developed using experi-
ences from large and small employers,
practitioners, researchers, and evaluators.
It includes approaches that are listed in
SAMHSAs National Registry of Evidence-
Based Programs and Practices.

The kit is free of charge and is
available in both print and online
versions. To order up to five hard
copies, call 1-877-SAMHSA-7

(1-877-726-4727). To access and down-
load the online version of the kit, go to
http://www workplace. samhsa. gov/
WPWorkidindex.html.

ONLINE CALCULATOR CAN SHOW
IMPACT OF PROBLEM DRINKING
The Ensuring Solutions Alcohol Cost
Calculator for Business, a free, online
tool that business leaders, researchers,
and consumers can use to track the
costly effects of alcohol on U.S. busi-
nesses, has been updated with new data
to provide a current analysis of the
effects of untreated alcohol abuse and
dependence on the workplace.

The calculator estimates the cost of
alcohol problems to individual busi-
nesses based on characteristics specified
by calculator users. Users can select a
specific U.S. industry, input the number
of employees within a company, and
pick the state or metropolitan area in
which the company operates. Calculator
users can also simply review U.S. indus-
try averages for national results instead
of specifying company-specific criteria.

Originally developed in 2003, the
calculator has been updated using data
from the 2004 and 2005 National

Survey on Drug Use and Health. The
calculator produces customized reports
that estimate the number of employees
with drinking problems and the impact
those problems have on productivity
and healthcare costs. Figure 1 shows
the results that would be generated for
atypical hotel chain.

The calculator is available online at
www alcoholcostcalculator.org.

Figure 1: Impact of Problem Drinking on a Typical Hotel Chain

Number of employees 5,000
Likely number of problem drinkers in your workforce 458
Likely number of employees' family members who are problem drinkers 621
Likely number of excess workdays lost to sickness,
injury and absence because of problem drinking 159 Days Per Month
Cost of excess lost days per year $266,052
Likely alcohol-related healthcare costs $1,962,068
Excess emergency room visits 121
Excess days in the hospital 56
Emergency department and hospital costs $441,383

SOURCE: Ensuring Solutions to Alcohol Problems
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