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Covev~ Stov~ies
Does Online Screening Have a Future?
By Doatglas G. J~zco~s, M.D.
A recent study of workers who participated in depression screening
found that more than half sought treatment within three months,
indicating that such programs are having the desired impacC.

Organizational Coaching and the EA Professional
by Jaynes M. Hunt, Ph.D.
Helping managers make EAP referrals and address performance
problems can lead to developmental coaching activities that will
benefit all employees.

The Recovering Community: An Underutilized Resource
by Michael Watson, MFT, CEAP
A California utility launched a program that uses recovering workers
to help others with substance abuse problems get treatment.

Fe~ztuv~es
trapped Workers: Nowhere to Run?
by George A. Bryvr~eer
A growing number of unhappy employees are feeling trapped
in their jobs. Can EAPs help managers keep them from bolting
when job markets improve?

Managing the Return to Work
by John L. Yontpe, Psy.D., SPHR
Employees returning to work after long layoffs or job losses
can experience a wide range of emotions, and EAPs are well
positioned to help supervisors manage those emotions.

Telephonic Counseling: The Experience In Argentina
by Andrece Larc~lani and Pilc~r Lorenzo
Using the telephone to deliver employee assistance services
has provided an EAP in Argentina with another tool with
which to assist clients.
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Something Larger and
More Meaningful
by Maz^ia Lund, LEAl; LPC, CEAP

'm writing this column just a few
days after the U.S. Thanksgiving
holiday, a time when family mem-

bers come together to celebrate and
renew the bonds we share with each
other. While these occasions can be
hectic and sometimes stressful, they
remind us that we are not alone, that
we are part of something larger and
more meaningful than the day-to-day
lives we lead.

The EAPA Annual Conference is,

in many ways, like a family gathering.

Granted, this was a difficult year for

many to us to attend the conference,

given the financial pressures facing us

individually and as a profession. I made

it to the conference and was glad I did.

It was comforting to see so many friends

and colleagues from around the world,

all of them relieved to be able to put

aside their worries and responsibilities

for a few days and devote lime to learn-

ing, networking, and having fun.

But there were several other reasons

I was glad I attended. First, it was help-

ful to gain perspectives on what others

in the employee assistance field are

doing in areas like disability manage-

ment, coaching, and online counseling.

Sharing my insights with others and lis-

tening to their ideas and experiences

helped remind me that I am part of a

"family" of EA professionals whose col-

lective wisdom can guide me through

difficult situations and point me in

new directions.
It was also helpful to learn new tips

and effective practices that I can use to
improve basic services like supervisory
referrals, critical incident services, sub-
stance abuse screening and stress man-
agement. These are tools I can take back
to my office and put to use immediately,

increasing my value for both my em-
ployer and employee clients.

The conference was also an oppor-
tunity for me to think about what infor-
mation and resources we all need to
help us be at our best. The EAPA Com-
munications Advisory Panel, which I
chair, held its annual meeting at the
conference and discussed this question
at length. We developed a brief survey
and have posted it on the EAPA Website
(a link will be sent to you in the e-mem-
ber newsletter).

We're looking for your ideas on
how the Journal of Employee Assistance
can best meet your needs, and the sur-
vey responses will help us meet that
goal. Please complete the survey so we
can gather your ideas about how the
Journal can help support you
in what you do.

After you complete the survey, take
a look at the articles in this issue of the
Journal. They address a wide range of
topics—telephonic counseling, helping
employees return to work after long
absences, and the current state of work-
place screening programs, to name just
three. There are also a couple of letters
to the editor, plus the usual assortment
of News Briefs and Info Sources items.
While not all of the content may be of
interest to you, I'm confident you'll find
something valuable in these pages.

Once the Communications Ad-
visory Panel compiles and discusses the
survey responses, you may notice some
changes to the Journal—some new
columns and departments, for example,
or perhaps some expanded coverage of
issues facing EAPs outside the United
States. You may also see articles that
build on presentations made at the EAPA
Annual Conference and other EAP meet-

Maria Lund

ings. These changes will, I hope, make

the Journal even more valuable to you.
Both the Journal and the EAPA

Annual Conference are parts of the
"glue" that hold the employee assistance
family together. I rely on both of them to
keep me centered, to connect me with
the association and profession Co which
I belong and to friends and colleagues
who add meaning to my work and life.
I hope you'll do your part to make our

family stronger by responding to the sur-
vey and attending next year's conference
in Tampa, Florida.

EAPA Covnynunications
Advisory Panel

Maria Lund, Chair •Columbia, S.C.
(803) 376-2668

mariapageC~mchsi.com

Mark Attridge •Minneapolis, Minn.
(612) 889-2398

markC~?attridgestudios.com

Nancy R. Board •Seattle, Wash.
(206) 523-6323

nancy. boardQppcworltlwide. tom

Tamara Cagney •Livermore, Calif.
(925) 294-2200

tcagneyC~sandia.gov

Joan Clark •Myrtle Beach, S.C.
(843) 449-8318

copingeapQsc.rr.com

Mark Cohen •Rockville Center, N.Y.
(516) 536-1570

mcohen inticonsC~3aol.com

Donald Jorgensen •Tucson, Ariz.
(520) 906-9148

don@jorgensenbrooks. tom

Andrea Lardani •Buenos Aires, Argentina
5411-4706-0390

alardani@eaplatina.com

Bruce Prevatt •Tallahassee, Fla.
(904) 644-2288

bprevattC~3admin.fsu.edu

David Sharar •Bloomington, III.
(309) 820-3570

dsharar@chestnut.org

2 •Journal of Employee Assistance • 1st Quarter 2010 www.eapassn.org



Some Addiction Counselor's
decisions are more difficult khan others.

But this one is easy.
When it comes to helping people get their lives back an track you're the Professional.

When it comes to protecting you against malpractice claims-well that's our job.

..;
<2~ ..

Our premiums begin at $90 per year for up to "~:

$1 million of coverage for any one claim and up

to a maximum of $3million peryear no matter

how many claims you file. By the way, that's

the lowest rate in the industry and unlike

our competitors there are no membership

dues or other fees required to get this

extremely low rate.

Of course we have other levels of

coverage at similarly competitive rates

but we think you will agree that $90

is a very small price to pay for

peace of mind.



Intervention: Not Just
Fodder for Entertainment

he recent death of Adam

Goldstein, aka DJ AM, is yet

another reminder of the effects

of substance abuse. The Philadelphia

Inquirer reported on 3 September 2009

that Goldstein had eight undigested oxy-

contin pills in his stomach and one in

his mouth, and that his death appeared

to be a suicide.

Goldstein had survived a plane

crash in September 2008. Could it be

.~ l i s t U
setting the standard for SAP education

Recent changes,
updated guidance,
and interpretations

to the rules

It's online...
It°s convenient...

It's friendly...
It's affordable!

www.saplist.eom
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that he was quietly suffering from post-

traumatic stress disorder (PTSD), which

was never addressed? Could it be that no

one around him saw that he was suffer'

ing? He certainly had enough people

around him who should have noticed

something—after all, he had.jusc fin-

ished filming eight episodes of a highly

anticipated series for a major network in

which he attempted to help young

adults and their families caught in the

grip of addiction.

I know sonnething about this series

because I spoke to the producers in New

York about finding individuals. for the

show The part that makes me scratch

my head is that these producers were

more concerned with the casting process

and logistics than the person in crisis.

The producers obviously knew a lot

about producing a network show, but

not much about addiction or recovery.

My company has assisted several

networks in the past, and it was gener-

ally understood that we had something

they wanted (and vice versa). We wanted

to share the message of recovery and

hope, and they wanted content for their

production. It was awin-win across the

board—until Adam Goldstein died of an

overdose. It was at this moment when

the entertainment-recovery paradigm

shifted completely.

From this point forward, production

companies will need to train their staff to

recognize more than just celebrities—

they must also recognize the signs of

addiction that maybe present on the set

and beyond. We need to work as a team

to accomplish our respective goals and

save lives.

These thoughts about Adam.

Goldstein led me [o wonder: How many

people reading this publication have a

loved one or friend who may have an

issue with drugs and/or alcohol? How

many of you believe your addicted loved

one would be mad at you for intervening

to address their bad behavior?

Intervention is an action taken by

family members, friends and concerned

others to actively assist someone in

changing unacceptable behaviors (typi-

cally alcohol and/or substance abuse).

If you have any loved ones in your life

who are addicted, they need you desper-

ately—in fact, they've never needed you

more. Choose to help them. If you don't

and this disease claims them, you'll

regret it for the rest of your life. I

know—I speak from experience.

Vincent A. Ceraso, CEAP, SAP, CAI

Regional Director,

Treatment Solutions Network

Phone: (866) 537-6237

Extending an
Invitation
The self-assessment accompanying "Ten

Ways To Build Resiliency" (4th Quarter

2009, page 15) is missing language

printed on the original copy that attrib-

utes it to my firm. Notwithstanding this

omission, I would like to extend an invi-

tation to the EAP field to share their

experiences using the self-assessment

with KGA and to share copies of future

forms that build on this one. We would

be pleased to serve as a clearinghouse to

help human resources professionals cope

with the strain that is so prevalent in

these difficult times.

Kathleen Greer

President

Kathleen Greer Associates (KGA)

Framingham, MA 01701

Phone: (508) 879-2093

www.eapassn.org
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Does Online Screening Have a Future?
A recent study of workers who participated in depression screening found
that more than half sought treatment within three months, indicating that

such programs are having the desired impact.

e use the Internet for just
about everything today—
communicating, learning,

shopping, even daring—and for many
years we have also used it for self-
screening purposes. Whether for mental
health or for general well-being, online
screenings have been in use for some
time now, serving as a comfortable, non-
threatening way to gauge one's emo-
tional health. The question, however, is
whether they have been effective in the
past and, if so, whether they'll continue
to be effective in the foreseeable future.

It is normal—crucial, even—for

employee assistance professionals to be

inquisitive about the future of online

screening programs. It is particularly rel-

evant in these times, since many work-

ers are feeling stressed about the econ-

omy, making them more susceptible to

depression or substance abuse disorders.

Determining the future of online

screening requires assessing how much

need for it currently exists and whether

that need might escalate or decline over

the next Eew years. A recent national

:f ~~ Doug Jacobs is associate
clinical professor of psy-
chiatry at Harvard

~"' Medical School and
founder and chief execu-
five officer of Screening
for Mental Health (SMH).
A nationally recognized
expert on suicide and

depression, Dr. Jacobs served as chairperson for
the American Psychiatric Association s Workgroup
on Suicide Practice Guidelines in 2003 and initi-
ated the first large-scale health screening for
mental illness in 1991 when he founded National
Depression Screening Day. He conducted his
post-graduate clinical training at Harvard Medical
School, where he completed athree-year resi-
dency in adult psychiatry at the Massachusetts
Mental Health Center.

survey, conducted by Mental Health

America and the National Alliance on

Mental Illness, revealed that current eco-

nomic stressors have taken a significant

toll on the mental health of Americans

in the workplace. According to the sur-

vey, U.S. workers who have unwillingly

experienced changes in their employ-

ment status, such as pay cuts or reduced

hours, are twice as likely to have symp-

toms of a mental health disorder, even

though they are employed full time. For

many, work itself can be stressful, but

with the added pressure of financial dis-

tress and the worry of getting laid off, it

is no wonder that people with a forced

change in employment are twice as
likely to report symptoms consistent

with severe mental illness than would

be expected.
Underscoring these findings, a 2008

survey by the American Psychological

Association found that eight in 10 peo-

ple identify money and the economy as

significant sources of stress in their lives.

Financially distressed workers report

poorer overall health, and workers are

accessing employee assistance programs

and outpatient mental health services

in record numbers. If employees are

in greater need of mental health services

and more likely to utilize their EAPs,

they will also be more likely co take

advantage of an online screening
program if one is provided.

But financial distress is not the only

relevant factor that would provide in-

sight into the current and future need

for online screening. In addition to

changes in the job market, these factors

can include workload, variation in the

job, social support from colleagues, and

the general work environment. For

example, undesirable behavior by co-

workers, such as sexual harassment, bul-

lying, or violence--either observing it or

being a victim of it oneself—as well as a

lack of mutual respect in the organiza-

tion, can serve as risk factors for per-

sonal stress and anxiety.

An employee's degree of motivation

is another component. A lack of satisfac-

tion with one's job, enthusiasm in doing

one's job, or pride in one's job and or-

ganization can also affect the way an

employee perceives his or her situation

at work.
An employee's reaction to the per-

ceived work situation can vary and may

manifest itself emotionally, mentally,

and/or physically. Employees might

experience changes in their mood,
becoming depressed or sad; they may

experience nervousness, arixiety, or ten-

sion; and they may experience feelings

of anger or irritation. Moreover, their

work situation may cause them to feel

they are not able to manage their job, or

it may affect their ability to concentrate.

Physical consequences can include
sleeping and eating problems as well

as difficulty relaxing after work.
All of these reactions can put a

worker at risk for major mental health

disorders, particularly depression and

alcohol use disorders. One in 20
employees is depressed at any given

time, according to the National Institute

of Mental Health, and approximately

225 million workdays are lost annually

due to productivity declines related to

depression.'
Moreover, many workers turn to

alcohol to temporarily relieve work-

related stress, but when this behavior

becomes routine, it can lead to alcohol

<~ •Journal of Employee Assistance • 1St Qu2rtef 2010 www.eapassn.org



dependency and ultimately an alcohol
use disorder. Alcohol costs U.S. busi-
nesses $134 billion in productivity
losses each year.z On Cop of that, de-
pression and alcohol disorders some-
times coincide, resulting in suicidal
thoughts and behavior.

If employees are at particular risk
for these problems, then early detection
and treatment are crucial. This is where
online screening can play a key role.

LEADING INDIVIDUALS INTO TREATMENT
Before the Internet age, mental health
assessments had to be conducted in
person. The nation's oldest voluntary,
community-based screening program
for mental health disorders, National
Depression Screening Day (NDSD),
began conducting in-person screenings
in 1991. Even though they were anony-
mous, they required individuals to
attend a screening event and complete
a screening in the presence of other
people.

For those too embarrassed to attend
a screening or afraid of the social stigma
associated with mental disorders, the
introduction of an online screening com-
ponent in the 1990s was a godsend.
Now, anyone could take an anonymous
self-assessment at any time, in the com-
fort of one's own office or home.

But how can we know whether
online screenings have been, and will be,
effective? The effectiveness of an online
screening program should be measured,
above all, by its ability to lead an indi-
vidual into treatment and recovery as
well as provide valuable data to help
develop and improve workplace inter-
ventions and programs. But until
recently, no empirical research on the
online component of NDSD existed. In
2009, however, Screening for Mental
Health, Inc., released a study that evalu-
ated results from a survey of more than
300 NDSD participants three months
after their initial online screening.

The study, conducted by the
University of Connecticut Health Center,
sought to determine the rate of success
of online screenings in leading individu-

als into treatment. According to the
Depression and Bipolar Support Alli-

ance, nearly two-thirds of chose suffering

from depression do not seek help, but
ehe NDSD survey suggests that confiden-
tial online screenings, which are highly
accessible and non-Chreatening to users,
may help improve these statistics.

Thanks to the NDSD study,

we know that online

screenings for mental

health have a clear value.

For example, the survey found that
55 percent of participants sought depres-
sion treatment within three months of
screening, although nearly one-third of
those who did had never previously
been treated for depression. Moreover,
55 percent of those who initially scored
"Very Likely for Depression"—the high-
est possible score range in the NDSD
screening—were no longer in that range
at the time of follow-up, and 46 percent
of those who initially scored "Likely for
Depression" were in the "Unlikely for
Depression" range at follow-up.

"These data provide compelling evi-
dence regarding the ability of Web-based
screening programs to provide individu-
als with referral resources that lead them
into treatment," says Robert Aseltine,
Ph.D., professor and director of the
Institute for Public Health Research at
the University of Connecticut Health
Center, who conducted the NDSD
study. "They support further develop-
ment of these highly accessible and
low-cost approaches to mental health
intervention."

PROVIDING FEEDBACK TO EMPLOYEES
Based on this study, the future of online
screening looks promising. Combine this
with the growing need to address mental
health in the workplace, and it is no
surprise that several online screening
workplace initiatives, such as Screening
for Mental Health's WorkplaceResponse

program and ISW Limits' Interactive
Self-Assessment Tool (ISAT), are cur-
rently in place in several organizations.

ISW Limits (Innovative Support @
Work), aEuropean-based company that
specializes in the optimization of human
relations within organizations, developed
ISAT to address employee stress and
well-being. Like the long-running
WorkplaceResponse program, ISAT
aims—by way of a questionnaire—to
give feedback to employees about possi-
ble risk factors in their working environ-
ment, their state of health, and possible
follow-up steps.

ISAT is a comprehensive online
screening tool that provides feedback
Co both employees and employers. It
provides ameta-analysis of the screening
results by division, department, and
team in order to help companies target
interventions. ISAT and Workplace
Response are similar in that they are
both anonymous and capture the results
of the employee screenings for EAP staff
to use to better support employees and
the workplace. This is an important fac-
Cor to consider when looking at the
impact of online screening tools and
their current relevance in the workplace.

Thanks to the NDSD study, we
know Chat online screenings for rriental
health have a clear value—they are able
to reach a wide audience, and data sug-
gest they are effective in leading individ-
uals into treatment. For these programs
to continue to have an impact, they must
provide not only feedback and data to
employees but also to EAPs and organi-
zational leaders to help them more effec-
tively address employee stress and well-
ness. Ideally, screening programs will
incorporate programming to address not
only clinical disorders but also employee
well-being and satisfaction. ■
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Organizational Coaching and
the EA Professional

Helping managers make FAP referrals and address performance problems can
lead to developmental coaching activities that will benefit all employees.

rganizationally based coaching
has become quite common
over the last two decades,

reaching fad status at some companies.
Many employee assistance professionals
possess a skill set that might make them
very competent coaches. It's only natu-
ral, then, to find some EAPs creating a
coaching initiative to augment their
existing offerings.

While something of a natural fit,
there are some significant challenges and
risks for EAPs and EA professionals in
launching a coaching effort. I've had the
opportunity to serve on both sides of
the EAP and coaching worlds as well as
conduct research into organizationally
based coaching over the past decade.

In this article, I'll share some of

what I've learned about organizational
coaching, particularly in "best practices"
companies, as a way of illustrating some
of those challenges and risks but also as
a way to suggest one opportunity for EA
professionals as a place to begin. The
observations shared here are based on
research conducted at organizations
such as Children's Hospital Boston and
the Whirlpool Corporation and reported
in The Coaching Organization: A

Strategy for Developing Leaders (Sage
Publications 2006).

ORGANIZATIONALLY SPONSORED COACHING
Organizationally sponsored coaching is,
or should be, quite different from coach-

James Hunt is associate professor of manage-
ment at Babson College and president of Hunt
Associates, an EAP, coaching, and career devel-
opmentconsultancy. He is a co-author of The
Coaching Manager: Developing Top Talent in
Business, the second edition of which will be
released this year by Sage Publishing.

ing that is provided privately to individ-
uals, often referred to as "life" coaching.
Unfortunately, there is tremendous con-
fusion among many organizational lead-
ers about the nature of coaching, the
options for coaching, the way to assess
coaching and coaches, and related mat-

ters. As a result, there is still a great deal
of what might be called "ad hoc" coach-
ing taking place in which an external
coach is called in to help an employee,
often a very senior employee, with a
problem.

Such "remedial" coaching is no
longer visible in best practices compa-
nies, for very good reasons. First of all,
it frequently doesn't work. As an EA pro-
fessional, you can probably guess why—

the organization has either done a poor
job of hiring or let a problem fester for
too long. What has become a coaching
case really should have been an EAP
case initially, but perhaps because of
some unhelpful assumptions on the part
of management, a choice was made to
pursue coaching rather than an EAP
referral. The problem is now in its late
stages and maybe beyond repair.

The danger in such organizations is
that coaching may come to be seen as an
intervention only for those about to be

terminated. Coaching becomes stigma-

tized and, consequently, an important

developmental tool is lost. Progressive

business and human resources leaders,

on the other hand, view coaching as a
developmental intervention designed to

help good and great employees leverage

on-the job experience in the service of

learning, leading to short- and long-term

personal growth that helps the company.

Formal coaching provided by exter-

nal executive coaches is reserved for

those individuals, usually at the most
senior levels of the organization, who
are facing significant challenges such as
running major change initiatives or
undergoing a dramatic change in leader-
ship responsibilities. External coaches
may be chosen because of the inherently
political nature of a senior leader's job
and the need to create a sense of psycho-
logical safety. A coaching capability that
includes formally trained internal
coaches, often from the human resources
or organizational development functions,
may also be created to work with lower-
level senior managers or even individual
contributors who are nevertheless in
positions requiring the accelerated devel-
opmenc of their leadership abilities.

It goes without saying that coaching
good and great employees is quite a bit
different from coaching someone with a
performance problem. In my earliest
research on managers who coach, I was
told repeatedly that the biggest mistake
made by many managers interested in
using coaching to help develop talent in
their organizations was that they spent
all their time on employees with prob-
lems rather than on good and great
workers, who can help build a business.
Herein lies the win-win relationship in
organizationally sponsored coaching.

Best practices companies articulate
these connections clearly. Coaching is
provided for a purpose: to prepare a cer-
tain group of managers for succession, to
help build project management skills, to
help managers learn to work more effec-
tively in a diverse world, and so on. This
clear definition of purpose, which I and
my colleagues call the coaching value
chain, allows the organization to manage
coaching rather than engage coaching on
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an ad hoc basis. Careful attention can
be paid to issues such as who receives
coaching and why, who conducts the
coaching, what skill sets are required
of coaches, and the lengCh of coaching
arrangements. At Whirlpool, for
instance, the Whirlpool Leadership
Model specifies a set of options that
coaches and coachees can use to choose
coaching goals, thereby ensuring that
coaching is aligned with the needs of
the organization as well as those of the
individual.

CHALLENGES FOR EA PROFESSIONALS
This short overview of the state of orga-
nizationally sponsored coaching suggests
some important issues for EA profession-
als to keep in mind—and to manage
effectively—if they choose to add coach-
ing to their list of offered services. These
issues include the following:

The need to build coaching com-
petencies required for working with a
healthy population. EA professionals
most often are called upon to assess,
refer, and provide short-term counseling
for individuals struggling with some type
of personal problem. It is true that some
of the capabilities required of an effective
EA professional are similar to those
required of an effective coach, but there
are differences as well.

Assessment activities differ. An
organizationally sponsored coach needs
to build competence in working with
tools such as the DISC psychological
inventories or the Myers-Briggs Type
Indicator as well as multi-rater or 360-
degree assessment activities and instru-
ments. The data required to help an
individual build leadership effectiveness,
and the manner in which the data are
fed back to the client, are very different
from the process one might follow in
assessing for the presence of substance
abuse.

The confidentiality of a coaching
relationship is not the same as that
found in an EAP relationship. While
what is said in a coaching session may
have limited confidentiality, coaching in
an organization can be quite public. For
instance, the coach and client may agree
to have the coach observe a presentation
or conduct 360-degree interviews. These

actions need to be explained and recon-
ciled with other EAP activities.

The coaching process does involve
many activities with which EA profes-
sionals should be familiar, such as build-
ing an effective working relationship,
contracting, setting goals, listening and
asking useful questions. However, the
learning process itself may vary. The
client may be encouraged to act and
learn from experience, to generate (not
attenuate) axixiety. The developmental
coach will be working with healthy
people who can do far more than meet
you halfway.

One significant business

need that may create an

opportunity for a coaching

initiative is that of "getting

managers to coach:'

Even more significant challenges,
however, are associated with managing
the identity or brand required of a
developmental coaching effort. EA
professionals have spent decades trying

to eliminate the stigma associated with
substance abuse and mental health prob-
lems, with some success. Coaching, per-
haps because it looks like counseling,
has also had to wage such a battle. Many
organizations have found that problem-
focused coaching for poor performers
has left their entire workforce leery of
coaching. The EA professional should
carefully review previous attempts aC
coaching within the host organization
and assess the challenges associated
with such efforts.

A well-respected EAP may be able
to avoid this problem, particularly if it
has been providing broad-brush services
for a wide range of clients and if the staff
have adequate coaching competencies.
The next challenge is to link with a
definable business need. Just as EA
professionals have long linked their

efforts co needs such as reducing absen-

teeism and minimizing errors, EAPs

interested in providing coaching should

seek out partners in human resources,
learning and development or other areas

with whom they can collaborate in the
creation of a win/win for both potential

coachees and the business.

A MAJOR OPPORTUNITY

One significant business need that may .

create an opportunity for a coaching ini-
tiative is that of "getting managers to
coach." Best practices companies are
serious about engaging their managers in
talent development. Research now
clearly substantiates the fact that the
most effective managers use coaching
tactics as part of their overall leadership
effort, but most managers aren't particu-
larly good at doing so.

Coaching workshops alone often
don't result in sustainable behavior
change, probably because they don't pro-
vide managers with enough on-the job
practice in the actual use of coaching
techniques. (Coaching is a terrific means
for helping individuals actually apply
what they've learned in those expensive
corporate classrooms.) What can help
managers learn to coach? A good coach-
ing experience is one response.

EA professionals have been coach-
ing managers for years on how to deal
with performance problems and make
EAP referrals. As every seasoned EA
professional knows, however, such con-
versations often go well beyond the
specifics of an individual case. Managers
and supervisors will frequently talk
about the problems they have in con-
fronting people and the challenges of
providing useful feedback to employees.
Our supervisory consultations can be
viewed not just as instrumental activities
designed to help with an EAP referral,
but as developmental coaching activities
that also help managers learn various
coaching-related skills.

In my view, these activities are quite
consistent with the mission of an EAP
While some might argue they could fur-
ther dilute the overall brand of EAPs
within an organization, I would argue
just the opposite. Effective coaching
managers are not only better of helping
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their "healthy" employees, ehey are also
better at spotting and referring employ-
ees experiencing severe performance
problems that may be mental health- or
substance abuse-related.

Such coaching activities can serve as
models of coaching behavior that man-
agers can utilize in a variety of situations
(if supervisory consultations are con-
ducted with such an end in mind). The
use of a developmental coaching model

by the EAP, one that includes both dia-
logue and advice rather than just advice,

is a good start. Making the use of such a

developmental coaching model explicit
can be helpful as well.

When managers have to deal with

employee performance problems, they

are confronted with a significant chal-

lenge, one with a great deal of learning

potential. They are also, in most cases,

relatively good candidates for coaching.

They are competent employees them-

selves (in most cases!) and are feeling

a need to working outside their com-

ForC zone.

Let's say a manager is working with

an employee whose behavior is erratic.

She may noe know the personal issues

underlying the behavior, yet still have

taken actions to manage the situation.

She may have tried a variety of typical

responses, ranging from denying that the

problem exists to trying Co intrude on

the personal life of the employee. As a

consultant, you can respond with advice

and perhaps a judgmental attitude about

her failure to manage performance, or

you can help her reflect on what she has

tried and explore a range of alternatives.

Coaching by EA professionals can

help managers and supervisors be more

effective at coaching their own people

(notice the articulation of the business

need.) The next step, though, is equally

important—working with colleagues in

the organization's learning and develop-

ment functions to assess how your

expertise can be leveraged to support

existing activities Co build a coaching

capability within the managerial ranks.

Such a coaching initiative would be

linked with clear business needs and

also be more consistent with traditional

EAP values. ■

employee benefits being cut?
Have them call u~a
We provide debt management plans, budgeting assistance, financial education
materials, and educational webinars.

You may have noticed...
We've changed our name (slightly) to Family Credit Management.
Same great people, even more helpful services -

plus a new look and logo!

~~''~~' FAMILY ~ FAMILY CREDIT
- - ( M A N A G E M E N T

For more information contact poo-~94-3328Heidi Berardi, Vice President U x108

www.familycreditmanagement.org
~~ #'

/0 • Jourroal of Employee Assistance • 1st Quarter 2010 www.eapassn.org



Trapped Workers: Nowhere to dun?
A growing number of unhappy employees are feeling trapped in their jobs.

Can EAPs help managers keep them from bolting when job markets improve?

ews that the U.S. economy
expanded during the third
quarter of 2009 has prompted

some financial experts to pronounce the
recession officially over. Indeed, federal
stimulus initiatives fueled a modest
increase in gross domestic product dur-
ing thae period (following four straight
quarters of decline) and caused hopeful
economists to declare an end to the
downturn (Dougherty 2009). But while
economists might be foretelling a recov-
ery, employers are not exhibiting the
same confidence.

Lingering wariness over the sustain-

ability of the economic rebound is deter-

ring many employers from hiring. As a

result, the U.S. unemployment rate rose

to 10.2 percent in October—the first

time since the Carter administration that

the index reached double digits (Bureau

of Labor Statistics 2009a)—and most

forecasters expect the jobless rate to stay

above 10 percent for much of 2010

(Waitz 2009). Rutgers University econo-

misC Jim Hughes painted a bleak out-

look for unemployment when he cau-

tioned, "It's not going to be an easy slog

from here" (in Kwoh 2009).

In addition to refraining from hir-

ing, companies are taking drastic meas-

ures to shore up their bottom lines, and

many of these actions are causing hard-
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ships for their existing workers (Watson
Wyatt Worldwide 2009). Nearly three.
quarters of all employers have restruc-
tured or implemented layoffs since the
recession began; hoping to avoid down-

sizing, countless others have frozen or

reduced salaries, curbed overtime, im-

posed work furloughs, increased their

employees' share of health care premi-

ums, and discontinued 401(k) matching

contribution programs.

Not surprisingly, a growing number

of workers are harboring ill feelings

toward their employers. Nearly one in

five U.S. workers would like to change

employers, buc they feel chat economic

conditions are standing in their way

(Davis and Bissett-Powell 2009). Half

describe their current jobs as stagnant—

uninteresting and without advancement

opportunities—and among those, 44

percent plan to look for new work once

the economy recovers. In the meantime,
they'll ride out the recession, clinging to

jobs they loathe and waiting for their

chance to leave.

While employers mighC find some

comfort in knowing that their best per-

formers are trapped with nowhere to

run, turnover is not the only challenge

unhappy workers pose to their organiza-

tions. Disgruntled workers often with-

hold their best efforts, refuse to help co-

workers, complain about petty prob-

lems, and behave uncivilly toward fellow

employees. In a difficult economy, when

short-handed leaders need everyone to

contribute, unhappy workers see little

incentive to do so.

Managers thus face an important

decision: how much time and effort

should they invest in unhappy employ-

ees who are likely to quit soon anyway?

WHY BOTHER?

Some may argue that it's too late for

leaders to save employees who are

intent on leaving once the job market

improves. But while some malcontents

might in fact be "too far gone" to sal-

vage, research conducted in the midst

of the biggest economic crisis in history

sheds helpful light on what makes

employees tick.

During the 1920s and 1930s,

researchers studied the behavior of

a small group of workers at Western

Electric's Hawthorne Works facility
near Chicago (Holden 2001). Their

original intent was to study how the

plants physical environment affected

employee productivity.

For one thing, investigators sus-

pected that workers would be more pro-

ductive if they had better lighting, and

they tested that theory using two groups.

They increased the amount of light for

one group and, as expected, that unit's

productivity increased. To their surprise,

however, the other group's productivity

improved, too. Then they lowered the

lights for the test group and, again,

productivity went up in both units.

Apparently, lighting levels had no effect

on worker efficiency. So, the researchers

continued experimenting.

Over the next several years, investi-

gators studied five relay-switch assem-

blers they had separated from the plant's

general workforce (Holden 2001). They

introduced gradual improvements to the

assemblers' working conditions, includ-

ing periodic rest breaks, shorter working

hours, and a guaranteed wage. They

also inserted a supervisor who actively

demonstrated concern for the team's

welfare. With nearly every enhancement
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investigators made to the work environ-
menc, the group's productivity trended
upward. But what investigators tried
next has significant relevance to man-
agers in today's economic environment.

The researchers did something
that should have made their subjects
unhappy: they took away their special
privileges and reinstated their original
working conditions. However, rather
than generating the intense bitterness
that modern-day curtailments typically
produce, the Hawthorne investigators'
cutbacks had only a nominal effect on
the assemblers' attitudes. What's more,
the workers maintained their new,
higher productivity levels even after
researchers imposed the concessions
(Adair 1984).

What explains this unexpected out-
come? Scholars have debated the impli-
cations of the Hawthorne results for

years. Undoubtedly shaken by the ongo-
ing Great Depression, the Hawthorne
workers might have increased their pro-
ductivity out of fear of losing their jobs.

But a widely held view is that the em-

ployees knew they were being studied,
and the added attention being paid to
them led them to conclude that manage-
ment actually cared about them. Con-
sequently, they worked harder. That
implied connection between attention
and positive results is now commonly
known as the Hawthorne effect (Adair

1984).
In today's workplace, of course,

correlations are not so easily made.
After all, it's hard to convince employees
that management cares for them while
it's laying off their friends, freezing their
wages, and increasing their medical
co-pays. Notwithstanding the apparent
incongruity, the Hawthorne effect has
implications for managers who are trying
to lead their employees in difficult times.
Today, as during the Great Depression,

the best way leaders can inspire workers
is to show genuine interest in their
emotional well-being.

A HUMAN CRISIS
Consumed by efforts aimed at keeping

their companies afloat, it can be easy for

business leaders to concentrate on sys-
tems and straCegies and ignore their

employees. Thac neglect is Ueing
reflecCed in diminishing employee
engagement, which has dropped 9 per-
cent overall and 25 percent among top
performers (Watson Wyatt Worldwide
2009). While the recession is taking
both financial and productivity tolls on
corporations, its aftermath is having a
devastating effect on the lives of the peo-
ple who work for them. As one work-
place expert explains, "Every crisis is a
human crisis" (Braverman 2003).

Companies lose more

productivity when unhappy

employees come to work

than when they stay home.

Case in point: survivor syndrome.

Psychologists know that people are

adversely affected when someone close

to them endures misfortune (Appel-

baum, Delage, Labib, and Gault 1997).

Accordingly, workers who avoid their

company's downsizing ax will likely

experience mixed emotions, ranging

from initial relief that their jobs were

spared to a sense of guilt over their own

good luck. Furthermore, resentment

over management's insensitive treatment

of their laid-off friends, arixiety that

more job cuts are imminent, and fatigue

from absorbing extra workloads can

leave survivors feeling helpless and

depressed—and even envious of their

former co-workers' fate.

For their part, organizations typi-

cally offer outplacement support services

to laid-off employees, and many provide

guidance to managers in defending their

restructuring strategies to demoralized

workers. But few employers proactively

address the psychological needs of the

traumatized workers who remain behind

(Appelbaum et al., 1997). The conse-

quences of that disregard can be fatal.

Workplace suicides in the United

States reached a historic high in 2008,

rising 28 percent in a single year—a

figure that includes only work-related

suicides that occur on the job, not the

countless others that happen ac home

or elsewhere (Bureau of Labor Statistics

2009b). At European telephone giant

France Telecom, more than two dozen

employee suicides (and half as many

failed attempts) have been attributed to

a major reorganization effort the com-

pany launched (Chrisafis 2009).

Problems such as survivor syn-

drome and work-related suicide illus-

trate that unhappiness among "trapped"

employees goes far beyond simple dis-

content—it often involves psychological

distress as well. But while companies

might expect experienced managers to

know how to maintain employee pro-

ductivity and inspire renewed commit-

ment, the fact is that most leaders are

ill-equipped to help employees who

are struggling with the recession's

emotional fallout.

THE UN-HARDY MAJORITY

In the lace 1970s, with a recession and

soaring unemployment looming, man-

agers at Illinois Bell Telephone were fac-

ing an enormous challenge—pending

deregulation mandates would soon

require the company to reduce its

26,000-person workforce by nearly

half. Interested in knowing how the cuts

would affect the 430 managers charged

with carrying them out, research psy-

chologists Suzanne Kobasa and Salvatore

Maddi observed the executives for the

nexC several years (Maddi 2002). Their

findings, which form the basis of a phe-

nomenon known as psychological hardi-

ness, have significant implications for

today's leaders.

The researchers found that nearly a

third of Illinois Bell's executives managed

to maintain their performance levels or

even thrive in the wake of the shakeups.

But the other two-thirds (i.e., the major-

ity) showed significant performance

breakdowns. What's more, they e~eri-

enced increased incidents of stress-

related health issues. Kobasa and Maddi

determined Chat those who flourished

were emotionally hardier than their

beleaguered colleagues (Maddi 2002).

The underlying factor that differen-

tiated how managers reacted was

stress—or, more specifically, the different
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ways in which people respond co stress.

The investigators concluded that individ-

ual personality differences influence how

people view and cope with stressful situ-

ations (Maddi 2002). While hardy lead-

ers viewed the trials at Illinois Bell as

interesting and challenging, most man-

agers saw only danger and risk. Stress,

as the body's physiological reaction to

danger and risk, hinders performance

and health.

If, as was the case at Illinois Bell,
most leaders are unable to manage their

own responses to stressful situations

such as massive layoffs, how can compa-

nies expect them to help employees deal

with theirs?

EAPS TO THE RESCUE

Employers pressured to balance finan-

cial objectives with workers' well-being

should turn to their employee assistance

program (EAP) for help. Whereas busi-

ness leaders are taught such skills as

empowering workers, communicating

effectively, and sharing a common vision,

EA professionals are trained to assist

people struggling with such problems as

depression, arixiety, addiction, and over-

whelming debt. Both skill sets are critical

to organizational productivity.

Recent research indicates that 80

percent of lost productivity costs occur
as a result of the at-work behavior of
emotionally distracted employees (Har-

grave, Hiatt, Alexander, and Shaffer

2008). Put another way, companies

lose more productivity when unhappy

employees come to work than when

they stay home. Workers who show up

burdened by a variety of personal con-
cerns—including those brought on by

workplace restructurings—tend to

exhibit low energy levels, an inability to

concentrate, and unacceptable work

quality. Therein lies the folly of most
streamlining programs.

But as that same research shows,

employees report that EAP services have

a positive impact on their work produc-

tivity (Hargrave et al. 2008). On average,

individuals reported increasing their pro-

ductivity by more than sup hours per

week after taking advantage of their
company's EAP services. Their concen-

tration, energy levels, and work quality

all improved, as did their output,
working relationships, and tardiness.
And, best of all, 88.5 percent reported
improvements in their depressive
conditions.

Because they underestimate the
emotional side effects that their reces-
sion-influenced actions have on surviv-
ing workers, most employers handle
ensuing employee problems on an as-

needed basis (Appelbaum et al. 1997).
That reactive approach leaves managers

unprepared to recognize when their

employees need help. Until that mindset

changes, companies should, at a mini=

mum, teach their managers the warning

signs of survivor syndrome, suicidal ten-
dencies, and stress-related illnesses and

explain how to get their employees the

assistance they need through their EAP.

Management's behavior

throughout the layoff

process affects how
survivors react.

Companies that are facing downsiz-

ing measures must address the impact

on surviving employees with the same

sensitivity they show their separated

workers (Appelbaum et al. 1997).
Watching co-workers leave is a painful

experience for those staying behind, and

management's behavior throughout the

layoff process affects how survivors react.

By consulting with their EAP early in

the downsizing planning stages, leaders

can better predict how those who keep

their jobs will respond emotionally

and address their psychological needs

proactively.

When the country finally emerges

from the current recession, employees

will reflect on how fairly their companies

treated them during the toughest times.

For survivors of downsizing programs,
their experiences will influence whether

they stay with their current employer or

take advantage of an improving job mar-
ket and leave. Paying attention to their

employees' emotional needs in difficult

periods could earn leaders the respect

of their loyal workers—and a second

chance from those who've been waiting

for the might moment to head for the

door. ■

References
Adair, J.G. 1984. The Hawthorne effect: A

reconsideration of the methodological
artifact. Journal of Applied Psychology,
69(2): 334-345.

Appelbaum, S.H., C. Delage, N. Labib, and
G. Gault. 1997. The survivor syndrome:
Aftermath of downsizing. Career Devel-
opment International, 2(6): 278-286.

Braverman, M. 2003. Managing the human
impact of crisis. Rish Management,
50(5): 10-14.

Bureau of Labor Statistics. 2009a. Labor
Force Statistics from the Current
Population Survey. Online news sum-
mary. Washington, D.C.: U.S.
Department of Labor.

Bureau of Labor Statistics. 2009b.
Occupational Suicides: Census of Fatal
Occupational Injuries. Online fact sheet.
Washington, D.C.: U.S. Department of
Labor.

Chrisafis, A. 2009. France Telecom execu-
tive resigns after employee suicide tally
rises to 24. Online article. The Guardian,
5 October.

Davis, J., and V. Bissett-Powell. 2009. Pulse
of the workforce: 2009 survey of individ-
ual contributors. Pittsburgh, Pa.: Devel-
opment Dimensions International.

Dougherty, C. 2009. Economy snaps long
slump. Wall Street Journal, 30 October,
Al-A2.

Hargrave, G., D. Hiatt, R. Alexander, and
I. Shaffer. 2008. EAP treaanent impact
on presenteeism and absenteeism:
Implications for return on investment.
Journal o(Worhplace Behavioral Health,
23(3): 283-293.

Holden, J.D. 2001. Hawthorne effects and
research into professional practice.
Journal of Evaluation in Clinical Practice,

Kwoh, L. 2009. Rutgers University econo-
mists say it could take seven years to
recover from recession. Online article.
The Slat=Ledger, 30 September.

Maddi, S.R. 2002. The story of hardiness:
Twenty years of theorizing, research, and
practice. Consulting Psychology Journal:
Practice and Research, 54(3): 173-185.

Waitz, N. 2009. U.S. business economists
raise 2010 growth outlook. Online arti-
cle. Reuters, 23 November.

Watson Wyatt Worldwide. 2009. Looking
toward recovery: Realigning rewards and
re-engaging employees, 2009/2010.
Online report. Arlington, Va.: Watson
Wyatt Worldwide.

www.eapassn.org 1st Quarter 2010 •Journal of Employee Assistance • /



The Recovering Community:
An Underutilized Resource

A California utility launched a program that uses recovering workers to help
others with substance abuse problems get treatment.

uring the 1930s, company
physicians in the United States
enlisted the help of employees

who were members of Alcoholics
Anonymous to help their co-workers
into recovery. This practice was the
beginning of modem-day employee
assistance programs (EAPs). In recent
years, however, there has been a decline
in Che rate of EAP referrals to substance
abuse treatment. According to the
Substance Abuse and Mental Health
Services Administration (2007), EAPs
accounted for just 4 percent of such
referrals in 2006, down from 10 per-
cent in 1990.

Has the rise of "broad brush" EAPs
caused this decline? Has the increasing
use of external EAP vendors co provide
employee assistance services affected the
frequency o[ substance abuse referrals?
Have EAPs not done a good job of com-
municating with employers about the
impact of substance abuse on productiv-
i~y or the effectiveness of substance
abuse treatment? Finally, have we over-
looked the workplace substance abuse
recovering community as an additional
resource for assisting employees into
substance abuse treatment?

Brad Googins, founder of the
Boston University Center on Work and
Family, conducted research on self-help-
seeking behavior in .the workplace
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(Googins 1991). He found that employ-
ees experiencing personal problems
would seek help from their co-workers
before reaching out to family members
and professional resources. My own
experience confirms this: If an employee
asks a recovering co-worker for help
with a substance abuse problem and the
co-worker refers the employee to the
EAP, the likelihood of the employee
making an EAP appointment increases.

ADDITIONAL AVENUE OF SUPPORT
A good example of a visible recovering
community in the workplace is the
Pacific Gas and Electric Company
(PGbTE) Peer Volunteer Program. This
program was founded in 2000, when
Vanita Kunere, PG&'E's EAP supervisor,
Roger Stalcup, a business agent with the
International Brotherhood of Electrical
Workers (IBEW), Peggy Turner, a busi-
ness agent with the Engineers and
Scientists of California (ESC), and Bob
Haywood, a retired PG~E officer, met to
discuss how to enhance substance abuse
treatment services. They developed the
concept of the Peer Volunteer Program.

The purpose of the program is to
help PG~E employees with substance
abuse problems into treatment and assist
them in remaining clean and sober. The
peer volunteers are male and female
PG~E employees who are in substance
abuse recovery and who volunteer to
help their co-workers into treatment.
Peer volunteers are not employee assis-
[ance professionals but are an additional

avenue for employees who are seeking
help for substance abuse problems.

When this concept was presented

to PGS~rE management and the IBEW
and ESC leadership, all parties agreed to

develop a pilot program. John Kent, an
IBEW member and the first peer volun-
teer, recruited the pilot group of peer
volunteers, which was composed of both
union and management employees.

The pilot program was successful
because of strong employee, manage-
ment and union support. In addition,
the number of substance abuse treat-
ment admissions by the peer volunteers
demonstrated that the program could
pay for itself. The pilot program actually
saved the company money because the
employees who were assisted into treaC-
ment were not terminated for poor work
performance, thus eliminating the costs
of hiring replacements.

After hearing the report of the pilot
program, Tom King, the president of
PG~E, said, "I support the Peer Uol--
unteer Program because it is the right
thing to do even if it helped only one
employee." He then agreed to implement
the program throughout the company.
Under the direction of V'Anne Singleton,
the first peer volunteer coordinator, the
program was expanded to include
employees who have family members
with substance abuse problems. In a
related development, the substance
abuse residential benefit was enhanced
to include inpatient treatment based on
peer volunteer feedback.

MAINTAINING CREDIBILITY

The Peer Volunteer Program is a visible
sign that substance abuse treatment

works and Chat recovering employees

can be successful in the workplace.

While the program is not part of the

EAP, the peer volunteer coordinator and
EAP onsite and telephonic staff provide
clinical consultation and help when_ neo-
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essary. ValueOptions Behavioral Hea1Ch,

the EAP provider for PGcS~'E, enthusias-

tically supports the Peer Volunteer

Program because it is an additional

avenue for substance abuse treatment

referrals. and a resource for relapse pre-

vention.

As its name suggests, the Peer

Volunteer Program is voluntary. Peer vol-

unteers can refer or take co-workers to

treatment centers and answer co-work-

ers' questions or concerns about sub-

stance abuse or treatment resources. Peer

volunteers do not accept supervisory or

union referrals.

Both union and management

employees can become peer volunteers.

To do so, they must meet the following

criteria:

• Be involved in an ongoing recovery

program for Cwo years or longer;

• Possess a good work performance

record;

• Have supervisory permission to par-

ticipate in the program;

• Be able to give and receive feedback

about participating in peer volunteer

activities;

• Have supervisory permission to par-

ticipate in peer volunCeer meetings,

including orientation sessions and

trainings;

• Have supervisory permission to help

a co-worker into treatment during

work hours (most peer volunteer

acCivities occur outside normal work

hours);

• Maintain the confidentially of Peer

Volunteer Program contacts;

• Agree to give up anonymity;

• Pass a peer volunteer. candidate inter-

view;

• Possess a valid California driver's

license; and

• Successfully complete the peer volun-

teer orientation and training session.

A peer volunteer has to "walk the

talk" to establish his or her credibility.

To do so, peer volunteers have to main-

tain agood work record. This is espe-

cially true given that their supervisors

are granting them release time from

work to participate in peer volunteer
activities. Peer volunteers also must con-
tinue to participaCe in their own recovery
program and be knowledgeable about
12-step programs in their geographic
area. to help their co-workers integrate
into the local recovering community.

To be an effective referral resource,
peer volunteers are required to partici-
pate in training sessions so they are
familiar with substance abuse treatment
resources, EAP services, and their re-
sponsibilities as a peer volunteer. Since

peer volunteers can drive a co-worker to
treatment, they have to verify that they

have a valid driver's license (this is also

a legal requirement to address potential

liability issues).

Because anonymity is a cornerstone

of 12-step programs, the Peer Volunteer

Committee was wary of asking volun-

teers to disclose that they have personal

knowledge of how to recover from sub-

stance abuse. Since the program is

designed to help co-workers into treat-

ment and not to promote or disclose an

individual's participation in a recovery

program, the 12-step tradition of

anonymity is not being violated in this

context.
PG~'E employees are introduced to

the Peer Volunteer Program through

company and union publications, letters

of support from the company president

and other executives, union meetings,

peer volunteer group presentations, and

contact with co-workers. Employees can

contact peer volunteers by phone or in

person; all contacts are kept confidential.

When contacted, peer volunteers listen

to the employee's concerns and share

their own experiences with substance

abuse recovery. When the employee is

ready to take action, the peer volunteer

discusses substance abuse recovery

options, which can include a referral to

the EAP. These discussions, like all con-

tacts between workers and peer volun-

teers, are confidential.

DEMONSTRATING VALUE

During my tenure as the peer volunteer

coordinator, I have noticed that having a

visible recovering community in the

workplace demonstrates that substance

abuse treatmene works. Furthermoze, if

an employee knows that co-workers

have been successful in substance abuse

treatment, he or she is more likely to be

successful in the workplace upon recurn-

ing to work. This will enhance the odds

of employees contacting the EAP for

help and participating in substance

abuse treatment.

In fact, this type of program is espe-

cially effective with employees who are

suspicious of the EAP because they are

concerned about confidentiality or the

impact on future job opportunities.

During orientation meetings, some

workers (including senior management

employees) will even disclose that they

are in recovery and that they feel com-

fortable talking about it because of com-

pany and union support of the Peer

Volunteer Program.

Peer volunteers, meanwhile, can

dispel any misconceptions employees

may have about the EAP. They can also

help workers in recovery avoid or pre-

vent relapse by supporting them through

difficult times. In addition, they can

make suggestions and give feedback

about current and future EAP services.

The Peer Volunteer program has

provided an opportunity for PG6zE to

acknowledge the problem of substance

abuse in the workplace and encourage

employees to get help if they have a sub-

stance abuse problem. It has also pro-

vided the EAP with additional resources

to help get employees into treatment and

help them remain clean and sober. By

having a visible recovering community,

PG&'E has increased workplace health

and safety and provided a model of sub-

stance abuse treatment success to its

employees and to other organizations. ■

References
Googins, B.K. 1991. Worh/Family Conflicts:

Private Lives, Public Responses. New
York: Auburn House.

Substance Abuse and Mental Health
Services Administration, Office of
Applied Studies. 2007. Treatment
Episode Data Set (TEDS) Highlights:
2006 NaCional Admissions Co Substance
Abuse Treatment Services. OAS Series
#5-40, DHHS Publication No. 08-4313.
Rockville, Md.: U.S. Deparm~ent of
Health and Human Services.

www,eapassn.ofg 1st Quarter 2010 •Journal of Employee Assistance • /,5



Managing the Return to Work
Employees returning to work after long layoffs or job losses can experience
a wide range of emotions, and EAPs are well positioned to help supervisors

orkforce reductions of the
magnitude seen during the
past year can be the most

challenging experience business leaders
face. Once the economic uncertainty
begins to recede, laid-off employees
will be called back to work, prompting
many executives to assume that the
pain from the job losses has subsided.

The majority of employees coming
back to work. after a prolonged layoff
or period of unemployment will be
enthusiastic and eager to hit the ground
running. Bringing employees back to
work can, however, present some
unique challenges and risks that must
be managed.

Any return to work requires a
period of adjustment. Whether the
absence is due to a layoff, a medical
issue or a prolonged holiday, returning
to work after being away for several
weeks or months can be an anxious and
even jarring experience. Most of us can
relate to this, even if we've never been
away from work for an extended period
of time.

Consider what it feels like to return
to work after a long holiday or vacation.
The simple act of driving to work or
entering your work area, something you
have done hundreds or thousands of
times, can feel slightly foreign and pro-
duce minor anxiety. You might feel "out
of the loop" or worry that you have been
"out of sight, out of mind" from co-
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manage those emotions.

workers. Perhaps your skills feel rusty;
maybe you have simply forgotten some ,
things.

Now, consider having been out of
work for six months or even a year.
Consider having left work not because
of a vacation or an unanticipated illness,
but because you were among those laid
off. What would it feel like to return
to work?

MANAGING EMOTIONAL RESPONSES
When the Cime comes to begin recalling
employees who were laid off, there will
likely be a sense of relief among both the
organization's leaders and those being
called back to work. Recalling former
workers and hiring new ones are signs
that indicate a significant improvement
in the business climate, and the presence
of additional employees may allow
organizations to resume some work that
had been put on hold. Employees going
back to work will likely feel relieved
from a financial standpoint and also
excited that they can be productive and
get their careers back on track.

Unfortunately, the emotions don't
stop there. Employee recalls following
layoffs typically are marked by complex
professional, emotional and interper-
sonal responses that, unless managed
carefully, can have a negative impact on
employees and the workplace.

The emotions experienced by those
recalled to work are similar to those
unleashed by any positive change. There
will be an initial period of arixiety and
trepidation, followed by a "honeymoon"
period during which the employee will
be excited at the prospect of returning.
In the more challenging phases follow-
ing the honeymoon, the employee can

undergo a "crash" as emotions may
become less positive and can run at
their highest. It is at this point where
leadership can have the greatest influ-
ence on the success of re-entry into
the workforce.

Supervisors should be aware of the
emotional reactions they may see from
employees returning from a lengthy
layoff or period of unemployment. It's
important for them to understand that,
like any change, returning to work is
a process that plays out over time.
Employees may even e~ibit some
reactions that seem contradictory.

UNDERSTANDING EMPLOYEE BEHAVIORS
Employees returning to work may
demonstrate one or more of the follow-
ingjob-related behaviors:
• Exhilaration, enthusiasm and high

levels of motivation;
• An exaggerated desire to please or

impress others;
• Anxiety and fear;
• Lack of confidence;
• Social arixiety, isolation or with-

drawal;
• A reluctance to engage with others or

take on special work, particularly if
the work is highly visible;

• Problems with memory, concentra-
tion or focus;

• Increased sensitivity to criticism, dis-
cussions about performance, or talk
of economic problems;

• Difficulty getting along with others;
• Anger, sarcasm or cynicism;
• Higher levels of absenteeism or med-

ical complaints;
• Performance problems stemming

from a variety of factors, including
erosion of skills; and
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A distracted, fatigued. or tired
appearance.
Why would supervisors see such

things? After all, these employees have
been brought back to work, presumably
because the economy has improved.
What could possibly be the problem?

It can be helpful if supervisors try to
understand their employees' experiences
so they can better recognize potential
problems and respond appropriately. For
example, employees who were laid off or
lost their jobs during the downturn went
through one of the most stressful and
challenging experiences of their lives.
Employers and supervisors won't know
how they coped during this period. In
most cases, employees will have coped
well and will comport themselves appro-
priately. However, it is common for
employees to experience anger, resent-
ment and a host of physical and emo-
tional problems. These feelings may or
may not have been resolved by the time
they return to work.

Employees may feel a sense of
embarrassment or shame following their
time away from work. They may have a
hard time facing their co-workers or
engaging socially for fear that they will
be viewed as "less than" or non-essential.
Likewise, employees and supervisors
who had continued working may feel
uncomfortable around those returning,
as though they had done something
wrong or should feel guilty for continu-
ing to work. This can result in ar~iety
and animosity for those who may now
have learned to do more with less. In
the worst cases, tension can develop
between those who were laid off and
those who weren't.

A loss of confidence is normal when
returning to work—the "use-it-or-lose-it"
principle and "disuse syndrome" are
readily seen. Skills can erode over time,
employees can simply forget pieces of
their work, and jobs can change in ways
that require new skills. Confidence may
be particularly low when employees
haven't been working at all during the
layoff, Supervisors may have to regain an
appreciation of the skills of the returning
employee. Coaching, training, and/or the
passing of time are usually needed to

www.eapassn.org

refresh both skills and working rela-
tionships.

Deconditioning can occur over time
when employees are not challenged by
daily job demands. Some employees
may experience bouts of fatigue and
burnout upon Cheir return to work, so
a period of adjustment to the physical
and mental demands of daily work may
be necessary.

Employees who have
experienced hardship so
the company can survive

are, in many ways,
organizational heroes.

Compounding the need to "shake
off the rush' are changes in leadership

and organizational structures. Employees
returning to their former jobs may be
greeted by new work duties, new fune-
tional areas, or new leadership. These
changes can complicate their efforts to
manage their emotions.

Employees returning to work may
also be experiencing financial problems
stemming from their time away from
work. They may be arixious or dis-
tracted, and they may need to conduct
personal business during work hours.
They may be resentful toward their
employer for laying Chem off in Che first
place, and may see this as the cause of
their financial problems. Supervisors
should be alert for signs of possible
financial concerns and should also con-
sider that employees' motivations for
working may have shifted during the
time away from work. Whereas employ-
ees were once engaged in the company's
success and their own career advance-
ment, they may now be motivated
merely by the need to earn money.

Clearly, employees returning to

work after a period away will experience
a diverse and complex set of emotions
and behaviors. Regardless of the nature
of an employee's response, it's important

for supervisors to be prepared to assist
workers through the adjustment period.

SHARING TIPS WITH SUPERVISORS

How can sugeivisors and business lead-

ers effectively manage employees who

are returning to work following a pro-

longed layoff or job loss? Following are

some suggestions EA professionals can

share to help them through this uncer-

cain time.
First, the fundamentals of good

leadership stay the same. Communi-

cation, empathy, predictability and visi-

bility are all critical.
Employees who have experienced

hardship so the company can survive

are, in many ways, organizational heroes.
Ask them how they wish to be wel-

comed back and/or introduced. Some
employees are more comfortable than

others with public displays of gratitude.
Acknowledge their work histories, high-
light their sacrifices, and show an appre-
ciation for what they will bring to the
workplace.

Spend some time talking with each

employee returning from a layoff. Don't
intrude into their private lives, but show
an interest in their return. Acknowledge
the difficulties and ar~iety they may
experience and try to gauge their emo-
tional response to returning to work.
Referrals to the employee assistance
program should be routine.

Open lines of communication wieh
existing employees before the returning
employees arrive. Discuss the impact on
the teams and their work. Educate them

about the difficulties thaC can accompany

a return from a layoff or job loss and
encourage them to be supportive and
engaged with new and returning
employees. Make sure that all workers
understand the state of the business, the

rationale for employee recalls, the goals
for the future, and the expectations for
employees' work and conduct.

Address work group conflicts
directly. If any tensions exist (for any
reasons), take appropriate action as
soon as possible to resolve the problem.

Assess the need for coaching or
training of returning employees. Re-
sources such as mentors, trainers, and
the EAP should be considered.

Set clear performance expectations
and goals for returning employees,. but
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be sure to allow ample time for the "sec-
tling in" process. Understand chat anxi-
ecy and skills loss may impede perform-
ance in the short term. Do not, however,
insulate returning employees from chal-
lenging work or give them only menial
tasks. Hardiness is not built by avoiding
possible stress.

Coach returning employees to avoid
isolation, stay engaged, and be prompC
and attentive. Emphasize to them that
things have changed since they left and
that they should be ready to learn, show
interest in what happened during their
absence, start gradually and pace them-
selves, communicate openly with leader-
ship, and seek guidance often.

Acknowledge to yourself that you
may lack trust in new and returning
employees and be ready to provide them
with reasonable challenges and opportu-
nities for success soon after they start.

Take care not to exploit a returning

employee's heightened motivation or
exaggerated desire to please. Give rea-
sonable amounts of work early on and
be conscious of the risk of burnout.

Be aware of the indicators of deteri-

EAP
ADVANCED

TRAINING
INSTITUTE'"

orating performance, personal problems

and workplace violence. Identify strug-

gling employees as early as possible.
Make frequenC EAP referrals, par-

titularly when problems begin to arise.
Employee. assistance professionals should
be consulted and involved at every phase
of the recall process in order to support
both supervisors and employees.

STRONG ENGAGEMENT =GOOD BUSINESS
At the most fundamental level, employee
performance is critical to business suc-
cess. The process of laying off workers
and recalling them when the economy
begins to improve can challenge employ-

ees' sense of engagement and threaten

business performance at a time when
organizations can least tolerate it.

When returning employees are han-

dled well, significant problems should be
atypical. Supervisors and business lead-
ers who focus on the best interests of
returning employees will go a long way
to mitigate risks. Ultimately, the goal is

to achieve business success by ensuring

employees have a positive re-entry and
remain engaged in the long term. ■
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Telephonic Counseling:
The Experience In Argentina

Using the telephone to deliver employee assistance services has provided an
EAP in Argentina with another tool with which to assist clients.

few years ago, when telephonic
counseling started to be dis-
cussed in Argentina, doubts

and prejudices soon started to arise. For
many psychologists in the country, it
was difficult, if not impossible, to think
in this way. Nonetheless, a few groups
of professionals devoted to employee
assistance decided to try to offer psy-
chological help by phone.

Our experience has shown that
phone counseling not only is possible,
but that its results are encouraging in
many cases. Of course, this method has
both advantages and limitations. We
believe that the key will be to establish
increasingly precise criteria on when and
with whom it is appropriate to use this
method.

With this in mind, we think is is
fitting to review the common factors in
psychotherapy as described by J.D.
Frank (1973) many years ago and to
assess whether they can be achieved in
telephonic counseling.

A relationship of trust. The client
can explain issues loaded with emotion

Andrea Lardani is
clinical manager at
EAP de Argentina.
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in an atmosphere of accepCance, without
being criticized or rejected. Our exper?
ence has shown us that telephonic coun-
seling does not prevent trust from devel-
oping—in fact, we have noticed that
some clients feel more comfortable talk-
ing about their personal problems when
they do not have visual contact with us.

A rational explanation. The thera-
pist reformulaCes the distress in terms
the client can understand. This factor
may also be achieved through telephonic
counseling, notwithstanding the limited
way in which the counselor obtains
feedback. Not being able to see facial
expressions, the therapist must request
more information (and do so more
often). For example, the counselor will
frequently have to ask, "What do you
think about what I have just said?" or
"How do you feel about what I have
just explained to you?"

To provide new information
about the patient's problems and treat-
ment. Many people make phone consul-
tations to learn about the proper treat-
ment for their problem. We can usually
offer them several alternatives—for
example, by providing advice about the
health system and the steps to follow to
make the best use of it, or identifying
community resources that are conven-
ient for them to use, or educating them
about the problem they have presented.
We do not see any limitations in this
factor when compared to using face-to-
face therapy.

The patient's hope to find assis-
tance in the therapist. The client
expects chat an expert will help him
solve his problem. The therapist, paying
close attention to what the patient says,
provides advice. There is, between them,

a tacit agreement, and this agreement is
possible to achieve over the phone as
well as in person.

The opportunity to have success-
ful experiences and to control the
problem. Through telephonic counsel-
ing as through the face-to-face process,
the therapist's aim is to lead the client
to use his or her own resources to solve
difficulties. The basic idea is that clients
will increase their perception of self-effi-
ciency to solve their problems.

To facilitate emotional activation.
For the change to be effective, it has to
be accompanied by a change at the emo-
tional level—that is, the client must be
able to go through an emotional experi-
ence that functions as corrective. In our
experience, when we accomplish the
preceding factor during phone counsel-
ing, it is accompanied by a change at
the emotional level.

Heeter (1992) notes that placing
a person in the presence of another,
whether it be by telephone or in per-
son, will evoke a level of presence.
Considering this, and in light of our
experience, we assert that telephonic
counseling processes comply with the
common facCOrs present in face-to-face
psychotherapy.

DISCERNING VERBAL CUES
When using telephonic counseling, it is
important to keep several considerations
in mind. First, given the absence of non-
verbal information, it is essential for EA
professionals to pay careful attention to
the way clients phrase their comments
and the tone of voice they use (the same
is true of the phrasing and tone used by
EA professionals). Some word choices
will indicate that clients favor EAP inter-
ventions; others will indicate opposition
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to them. Since neither party can use
body or facial gestures to communicate,
changes in tone of voice will be the main

method of imparting different "shades"
of meaning to what is said.

Because the client and EA profes-
sional cannot see each other, it is essen-
tial that each explain their silences—for
example, by saying, "I am thinking of
alternatives for what you have just said."
It is also important for EA professionals
to be redundant. This means you need
to say the same things several times
(using different words) to make sure
your ideas have been conveyed and are
understood.

Although moods can be difficult to
discern over the telephone, EA profes-

sionals should be sensitive to the fact
that tiredness, arixiety, and distress can
affect the tone of voice. Paying attention

to them will provide complementary

information about the issue at hand.
Lastly, be sure to take speech char-

acteristics into account. Clients who
speak quickly or slowly, or those who
whisper or pause between words, are
providing additional information that
can help you make proper assessments.

OPTIMIZING PHONE USE
In our experience, counseling provided
by telephone can be particularly effective
in certain situations. One such situation

is when a person with a low level of dis-
tress calls us to ask for an opinion. In
general, these cases do not present a
level of suffering that necessitates a

face-to-face interview
For example, a mother will call

because her daughter will soon be
returning home from university (located
in another city). She says her daughter

has called her in the last few days
sounding quite upset because, given that

she is about to finish her studies, she has
doubts and concerns- regarding her pro-
fessional future. The client does not
know how to calm her daughter or how

~o discuss the issue with her.

Possible interventions include the
following:
• Provide information on expected

behaviors at certain stages of life;

• Suggest how to respond to these

expected behaviors and encourage
her to monitor the results; and
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• Offer some suggestions on how talk
to her daughter in a consn-uctive
manner.
Another category of people for

whom telephonic counseling may well
be appropriate are those who have
begun the quest toward solving the
problem. They need us to encourage
the path they have chosen.

For example, a woman will call
because she has decided to break up
with her boyfriend. He does not want to
break up with her and this confuses her,
causing her to be uncertain that she is
making the correct decision. She asks us
to tell her that what she is doing is right.

In this case, one obvious approach
would be to reinforce the steps she has
already taken. We might also suggest
that she weigh the advantages and dis-
advantages of breaking up so she can
assess on her own whether to stay in
this relationship.

Although it may seem counterintu-
itive, people who request assistance
when they are suffering greatly are also
good candidates for telephonic counsel-
ing. Their motivation to receive help is
very strong due to the high level of their

diseress, so interventions typically have a
more direct impact than on people with
less immediate concerns.

Picture, for example, a woman who
calls after an episode of physical violence
caused by her husband. She has a new-
born child and a diagnosis of probable
womb cancer. Her husband has just hit
her, so she has left her house to go to a
pay telephone and call the EAP. When
the counselor answers, she says she is
scared, confused and distressed.

At least three possible, interventions
would be appropriate here. First, we can
offer emotional support to diminish her
distress level. Next, we can provide
advice about what to do given the cur-
rent situation and recent history. We can
also encourage her to seek help through
her social support network.

Telephonic counseling is also a
viable approach in cases where people
cannot travel to the EAP for aface-to-
face consultation. Consider a man who
has been working in the mountains
(3,000 meters above sea level) for seven
months. He has a 14x14 schedule,
meaning 14 days working in the moun-
tains followed by14 days of rest. He has

Telephonic versus Face-to-Face Counseling
From a sample of 10 of our client companies, we analyzed 271 cases opened
during 2008. The characteristics of these cases are as follows:
• 66 percent of the cases were referred to face-to-face counseling;
• 34 percent of the cases received telephonic counseling;
• The average number of face-to-face sessions conducted was 4.5; and
• The average number of telephonic interviews conducted was 3.5.

Once the cases were closed, we called the clients and asked them to
respond to a satisfaction survey. We obtained a 20 percent response rate from
clients who had used telephonic counseling and a similar rate from those who
had opted for face-to-face counseling. The survey results were as follows:

1. How would you rate the employee assistance professional?
Very Good Good Average Poor

Face-to-Face 85.14 14.86 0.00 0.00
Telephonic Counseling 88.89 11.11 0.00 0.00

2. How would you rate the assistance you received?
Very Good Good Average Poor

Face-to-Face 85.14 14.86 0.00 0.00
Telephonic Counseling 86.11 13.89 0.00 0.00

These results coincide with the findings of Attridge's (2002) and
Stephenson's (2003) studies. Comparing the clients' levels of satisfaction shows
minor or no differences between those who used face-to-face counseling and
those who used the telephonic approach.
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recently been promoted to a position
with more responsibility, buc has some
trouble handling sCress. He is irritable

and is worried about his continuous

muscle knots.
This man clearly could benefit from

EAP services, but traveling to a face-Co-

face interview would simply add more

stress. A telephonic counseling option

will enable him to call the EAP from the

area where he works.

Some EAP interventions are directed

at resolving concerns arising from some-

one else's problem. Many of these clients

do not merit face-to-face consultations

and instead can be assisted through tele-
phonic counseling.

For example, a client may be having

difficulty helping her mother overcome
her gambling addiction. The client calls
her mother's gambling "a vice" and says

it has worsened since her father passed
away three months ago. The father left
several life insurance policies, and the
mother is gambling away all the money
from them.

Several possible interventions are

suitable in this case, and all of them can

be delivered telephonically. They include

the following:

• Helping the client motivate her

mother to seek treatment;

• Offering suggestions or tips to help

the clienC communicate with her

mother;

• Recommending the proper treatment

for her mother;

• Providing information about
resources that ire available in the

community; and
• Providing information about the char-

acteristics of the problem.

Finally, the telephone can be useful

when a client needs to access external

resources but fails to do so. In this case,

phone counseling is used to increase the

client's motivational level.

An example of this type of situation

is a woman who calls the EAP with a

high level of distress stemming from

arixiecy. This woman was detected with a

lung tumor, so a biopsy was performed.

The tumor was benign, and the woman

was given a treatment regimen. She

abandoned the treatment, giving differ-

ent excuses.

www.eapassn.org

Using telephonic counseling, we call face-to-Face processes co speed up and

deliver the following in[erveneions: optimize our EAP tasks. ■

• Psychoeducacion;
• Information about available commu-

nity resources;
• An overview of the advantages and

disadvantages of psychotherapy, psy-
chiatric treatment, group therapy, and
so on (Miller 1991); and

• Increasing the level of awareness
about the problem and its conse-
quences (Prochaska and
DiClemente 1984).

ADDING TO THE TOOLBOX w

For the above-mentioned types of con-

sultations, telephonic counseling has
proven to be a useful resource. We be-

lieve, however, that in some cases this

type of assistance is not appropriate.

The following are some examples of

such cases:

• Chronic or complex issues that

require long-term treatment and/or

combined formats (such as individual

treatment combined with group ther-

apy or psychotherapy and medica-

tion);

• Cases requiring a psychiatric assess-

ment;

• Consultations requiring a psychologi-

cal assessment;

• High levels of resistance to communi-

cating problems over the phone and

the requesting of a face-co-face con-

sultation; and
• Problems where two or more mem-

bers of the system need to be present
in order to understand the interaction

and intervene.
Overall, based on our experience

of almost 10 years, we have found that

providing psychological assistance by
telephone widens our opportunities to

provide assistance and obtains good

results. Sometimes it is the only resource

available; other times it is a step toward

face-to-face processes.

We are convinced that the more

options we have in our toolbox and the

more we know about how and when to

use these tools, tk~e more likely we are

to obtain positive results for our clients.
Our next objective is to systematize,

based on the evidence, a decision tree
on the use of telephone resources and/or
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TREATMENT FOR MENTAL
HEALTH PROBLEMS IMPROVES
WORKER PRODUCTIVITY
Effective treatment for employee mental
health problems typically leads to sig-
nificant improvements in productivity,
according to a large-scale study con-
ducted in Australia and published in
the September issue of the Journal of
Occupational and Environmental
Medicine.

The researchers analyzed data on
mental health symptoms, treatment,
and productivity in more than 60,000
Australian employees. Employees with-
out symptoms of mental health prob-
lems (as indicated by low scores on a
psychological distress scale) were the
most productive workers, whereas those
with mental health problems were the
least productive.

Workers with mental health condi-
tions who were in treatment, however,
saw their distress scores decrease, sug-
gescing that treatment was successful in
reducing mental health symptoms. These
same workers also gradually increased
their productivity to near-normal levels.

The researchers noted that workers
starting mental health treatment may
experience declining productivity at first,
probably because they need more time
off to attend appointments or because
their health professional may advise
working shorter hours. AfCer their men-
tal health symptoms diminish, however,
their productivity returns to near that of
employees without a mental disorder.

One unexpected finding was that
productivity was near-normal for work-
ers with mental health problems (high
distress scores) who were not receiving
treatment. The researchers speculated
that these workers may have been com-
pensating in other ways—for example,
by working harder or longer hours.

The researchers concluded that
employers that address their workers'
mental health can increase workforce
productivity and enjoy a positive return
on investment. They cautioned, how-
ever, that employers may have to wait
for treatment to show evidence of effec-

tiveness before they see the results in
terms of increased productivity.

OSHA UNDERSTATES EXTENT
OF WORKPLACE ACCIDENTS
The U.S. Occupational Safety and Health
Administration (OSHA) may be under-
stating workplace accidents and injuries
by 30 percent or more, according to a
report issued by the U.S. Government
Accountability Office (GAO).

OSHA annually audits the records ,
of a representative sample of about 250
of the approximately 130,000 worksites
in the high-hazard industries it surveys.
The purpose of the audits is to verify
the accuracy of the data on injuries and
illnesses recorded by employers. How-
ever, OSHA does not always require its
inspectors to interview workers about
injuries and illnesses, although such
interviews could assist them in evaluat-
ing the accuracy of the records. More-
over, because the records audits are con-
ducted about two years after incidents
are recorded, many workers are no
longer employed at the worksite and
therefore cannot be interviewed.

The GAO report noted that many
factors affect the accuracy of employers'
injury and illness data, including disin-
centives that may discourage workers
from reporting work-related injuries and
illnesses to their employers and disin-
centives that may discourage employers
from recording them. For example,
workers may not report awork-related
injury or illness because they fear job
loss or other disciplinary action or are
reluctant to jeopardize rewards based
on having low injury and illness rates.
In addition, employers may not record
injuries or illnesses because they are
afraid of increasing their workers'
compensation costs or hurting their
chances of winning contract bids
for new work.

These and other disincentives for
reporting and recording injuries and ill-
nesses can result in pressure on occupa-
tional health practitioners from employ-
ers or workers to provide insufficient
medical treatment that avoids the need

to record an injury or illness. From its
survey of U.S. health practitioners, GAO
found that more than one-third of them
had been subjected to such pressure. In
addition, stakeholders and the survey
results indicated that other factors may
affect the accuracy of employers' injury
and illness data, including a lack of
understanding of OSHAs recordkeeping
requirements by individuals responsible
for recording injuries and illnesses.

The GAO report recommends that
OSHA take the following steps to more
accurately report workplace accidents
and illnesses:
• Require its inspectors to interview

workers during records audits and
substitute other workers when those
initially selected are unavailable;

• Minimize the time between the date
injuries and illnesses are recorded
by employers and the date they are
audited;

• Update the list of high-hazard indus-
tries used to select worksites for
records audits; and

• Increase education and training to
help employers better understand
the recordkeeping requirements.

SICK DAYS INCREASE WHEN
ISSUES AT HOME INTERFERE
WITH WORK SCHEDULES
Employees who feel that issues with
home and family life are interfering with
their work take more sick leave and take
it more often than other workers, accor-
ding to a study published in the August
issue of the Journal of Occupational
and Environmental Medicine.

The study, led by researchers at
Ghent University in Belgium, assessed
different types of work-family conflict
in a sample of nearly 3,000 employees.
The researchers found that absenteeism
rates were higher among workers who
reported that problems with their home
life were interfering with work—for
example, those who agreed with the
statement, "Because of the demands
I face at home, I am tired at work."

Workers with high "home-work
interference" were more likely to have
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at least three sick leave episodes per year

and to take 10 or more sick days per
year. The relationship between work-

family conflict and absenteeism re-
mained significant after adjusting for
other factors related to sick leave.

The opposiCe problem—work issues
interfering with home life, or "work-
home interference"—was more com-
mon, and the two types of conflict were
related to each other. However, high
levels of work-home interference were
not related to sick leave.

The results suggest that home life
interfering with work is specifically
related to increased sick leave. Com-
panies looking to reduce absenteeism
might want to consider so-called "family-
friendly" employment policies or specific
strategies that foster a better harmony
between private and work life, such as
flexible work schedules. More research
will be needed, however, to deeermine
whether such policies are effective in
reducing sick leave.

VACCINE MAY HELP REDUCE
COCAINE USE, STUDY SHOWS
Immunization wieh an experimental
anti-cocaine vaccine resulted in a
substantial reduction in cocaine use
in roughly 40 percent of vaccinated

patients, according to a clinical trial

supported by the National Institute

on Drug Abuse (NIDA).

The study, published in the October

issue of Archives of General Psychiatry,

is the first successful, placebo-controlled

demonstration of a vaccine against an

illicit drug of abuse. Like vaccines

against infectious diseases (such as

measles and influenza), the anti-cocaine

vaccine stimulates the immune system

to produce antibodies. But whereas anti-

bodies against infectious diseases destroy

or deactivate the disease-causing agents,

anti-cocaine antibodies attach themselves

to cocaine molecules in the blood, pre-

venting them from passing through the

blood-brain barrier and Chereby inhibit-

ing the cocaine-induced euphoria.

The study was conducted on 115

patients from a methadone maintenance

program who were randomly assigned

to receive the anti-cocaine vaccine or a

placebo (inactive) vaccine. Participants

in both groups received five vaccinations

over a 12-week period and were ob-

served for an additional 12 weeks. All

participants also took part in weekly

relapse-prevention therapy, had their

blood tested for antibodies to cocaine,

and had their urine tested three times

a week for the presence of opioids and

cocaine.

Of those who received the vaccine,

38 percent attained blood levels of anti-

cocaine antibodies thought to be suffi-

cient to block cocaine's euphoric effects.

During weeks 9 to 16 (when antibody

levels peaked), these participants had

significantly more cocaine-free urines

than those who received the placebo or

those with active vaccine but low levels

of anti-cocaine antibodies. No serious

adverse effects were associated with the

vaccine treatment. ■
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