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The Leading Trends in EAP – Part I
By Todd Donalson and Matt Mollenhauer

Chestnut Global Partners 
(CGP) surveyed industry 
experts and analyzed 

recently published research to 
understand how a number of 
emerging trends are impacting 
workplace well-being, behavioral 
health, and employee assistance 
services. We highlighted four key 
trends, and provided key take-
aways and best practices designed 
to help organizational leaders cap-
italize on these trends. We will 
examine two of them in this arti-
cle, with the remainder to be pre-
sented in the conclusion of this 
two-part article.

Trend #1: Requests for EAP 
Support due to Anxiety are 
Increasing

More individuals accessing 
CGP’s EAP services in North 
America requested assistance for 
anxiety in 2016 than in 2015. 
Although the top two reasons for 
accessing EAP services – (1) mari-
tal /relationship, and (2) stress – 
were consistent with previous 
years, the number of individuals 
seeking support for anxiety 
increased 29% compared to 2014 
and 2015.

This moved anxiety up one 
spot into third position on the 
2016 top 10 list of EAP concerns. 
Occupational concerns remained 
in the sixth spot for the third con-
secutive year, with job satisfaction 
due to organizational change and 
increased workloads comprising a 
majority of these cases.

Compared to the general or 
“catch all” category of stress, EAP 
cases for anxiety are traditionally 
used to identify individuals who 
report more specific and serious 
physical and emotional symptoms 
of stress.

While this developing trend 
could be an early indicator of an 
increase in diagnosable mental 
health conditions, it may also be 
a reflection of community 
efforts to reduce stigma by help-
ing to “coach” individuals to 
clearly communicate symptoms 
of emotional concerns to their 
treatment provider.

Additionally, the utilization of 
EAP services is impacted by the 
effectiveness of program promo-
tion at a local level. Liliana 
Bedoya, CGP Accounts and 
Services Manager states, 
“Employers who have highly uti-
lized EAPs are most often those 
who regularly promote the ser-
vices, particularly by enlisting the 
support of local managers or ‘EAP 
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In the News

Opioid Abuse Affecting  
Many Businesses

A recent survey by the National 
Safety Council (NSC) 
revealed 70 percent of busi-

ness owners say narcotic painkillers 
have affected their business. The 
NSC recommends implementing the 
following steps to monitor the use of 
opioids in the workplace:

v An EAP: The cost of helping 
an employee who might have a 
problem with opioid abuse is 25 to 
200 percent more cost effective 
than replacing that person.

v Employee education: 
Bearing in mind that the 

employee-patient relationship is a 
confidential one, employees 
should still be educated about the 
dangers of opioids in the work-
place – including operating heavy 
equipment while on medication.

v Supervisor training: 
Management should be educated on 
how to identify possible employee 
abuse. Managers also need to under-
stand that a person with a disability 
is protected by the Americans with 
Disabilities Act and not infringe 
upon his or her rights.

v A clear, written policy: 
Together with a company’s legal 

department, a policy should be put 
in place — similar to a company’s 
restrictions on the use of alcohol 
or illegal drugs.

v Drug testing: Employers and 
those who are conducting drug 
screens need to be aware that 
recently, with easy access to syn-
thetic urine online, individuals 
who are abusing drugs have found 
ways to skirt the system. 
Currently, only 14 states in the 
U.S. ban the sale and purchase of 
synthetic urine. v

Source: National Safety Council.
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In the News

EEOC Issues Harassment Guidelines

Workplace harassment is 
virtually an epidemic in 
the U.S. According to 

the Equal Employment Opportunity 
Commission (EEOC), one-third of 
the nearly 100,000 charges it 
receives annually now include a 
harassment allegation. But the 
agency is taking steps to help both 
workers and managers handle the 
problem. The new guidance comes 
on the heels of a 95-page report 
assembled by a task force to pre-
vent harassment in the workplace.

The end result was four check-
lists the EEOC urges employers to 
use to stymie harassment. The 
detailed lists focused on four key 
areas: leadership and accountabil-
ity, anti-harassment policy, report-
ing and investigations, and 
compliance training. Here is a 
brief primer of each key area:

v Leadership and accountability 
– This key should include a prevention 
effort that is supported (with 
resources) at the highest levels of the 
organization, and a harassment preven-
tion policy that is easy to understand.

v Anti-harassment policy – 
This key should include a clear 
description of prohibited conduct, 
with examples; and statements that 
individual names will be kept confi-
dential to the fullest extent possible.

v Reporting and investiga-
tions – This key should include 
managers who take reports of 
harassment seriously, and an envi-
ronment in which employees feel 
safe reporting behavior.

v Compliance training – This 
key should include regularly 

repeated training, and examples of 
harassment tailored to the specific 
organization and its employees. v

Read more at http://bit.ly/2q2ciMo.

Source: EEOC.
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champions’ who help position the 
EAP as a resource which can pro-
mote employee wellness.”

Trend #2: Survey Reveals 
Market Segments and Top 
Industry Needs

Did you know that there are 
more than 839 external EAPs in 
the world? Of these, approxi-
mately 70% are based in the 
United States. These 839 entities 
can be broken into three market 
segments: Global, Regional, and 
Local-National. A market segment 
is a subset of a larger market, shar-
ing one or more common charac-
teristic that drives service delivery, 
while also retaining a unique char-
acteristic that distinguishes it from 
the others.

Local/National EAPs are the 
most common market segment, 
and are defined by an emphasis on 
delivering services within a single 
country or metro area within that 
country. Currently there are 
roughly 777 Local/National EAPs 
in the world, nearly 75% of which 
are located in the United States.

Local/National EAPs can grow 
indigenously or as a sub-contractor 
to a Regional or Global EAP. 
Currently, there are significant 
opportunities for growth in this 
sector, particularly in developing 
countries such as China where a 
majority of employers are likely to 
be local rather than multinational.

Top 3 Industry Needs
Survey participants were also 

asked to identify what they saw as 
the top needs for the EA profes-
sion. The top three needs identi-
fied were for EAPs to:

• increase utilization rates; 
• improve collaboration and 

coordination of care; and
• increase purchasers’ perceived 

value of EAP by measuring 
valid outcomes.

To better understand the logic 
behind why these needs were iden-
tified, let’s briefly look at what 
research tells us.

v Increase utilization rates – 
Research indicates that nearly 
30% of the population identify 
symptoms of a potential mental 
health disorder each year, and yet 
only 4.5% access EAP services 
each year. In addition, recent evi-
dence suggests that more than 
75% of EAP providers do not use 
a validated screening tool to eval-
uate EAP concerns, and instead 
often rely on the information col-
lected during a 3-7 minute tele-
phone intake.

If a primary purpose of an EAP 
is to provide early identification 
and assessment of employee men-
tal health concerns, an important 
strategy toward achieving this 
goal is to increase the utilization 
of services.

One barrier toward doing that, 
however, may be the use of capi-
tated pricing structures, which in a 
highly competitive and price 
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Leading Trends... cont’d from Page 1

Best Practices 
to Consider …
How EAPs within each mar-

ket segment will address each of 
these needs will vary widely. 
But since most are spending a 
significant effort on these issues, 
corporate consumers of EAP ser-
vices may want to develop a 
strategy that focuses on the fol-
lowing goals:

• Improve EAP utilization 
beyond its current bench-
marks of 4-5 percent.

• Increase coordination of 
care with non-EAP provid-
ers, and incorporate the 
EAP into corporate initia-
tives.

• Require EAP vendors to 
demonstrate EAP outcomes 
beyond utilization rates, 
demographic information, 
and process metrics.

– Matt Mollenhauer
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Quick Ideas

Summer Hours Benefit Everyone

Many employees love it 
when summer rolls 
around because one of 

their favorite job perks kicks in: 
Short Summer Fridays. This 
means that workers get to leave 
early on Friday afternoons and get 
a jump on the weekend.

Even in today’s highly com-
petitive global economy, very 
few organizations, even small 
ones, have done away with 
shorter Friday hours, according 
to MSNBC. How come?

Karyn Ravin, president of a 
New York PR firm, says that giv-

ing employees a few hours off is 
smart for business – partly because 
it’s tough for companies to attract 
and keep workers, and partly 
because it’s a great morale booster, 
and an easy way to reward and 
motivate employees, many of 
whom are working harder and lon-
ger hours than ever.

For instance, Welz and Weisel 
Communications in New York 
City lets people leave at 3 p.m. as 
long as they’ve finished their 
work. Since all staffers have smart 
phones and access to email, clients 
can still reach them if necessary.

The Devon Group, a PR firm in 
New Jersey, keeps Summer 
Fridays going because most of 
their clients take time off on 
Fridays. As a result, having the 
office open wouldn’t bring in any 
more business.

Other companies have created a 
more flexible approach to time off – 
for example, giving employees one 
Friday off each month during the 
summer, but letting the employee 
choose when to take the time. 

Additional source: John Tesh: Intelligence 
for Your Life (www.tesh.com).

Workplace Survey

Are YOU Taking a Vacation?

If you can’t remember the last 
time you took a vacation, 
you’re not alone. While 

American workers are stressed, 
they’re not taking time away from 
work. According to a new 
CareerBuilder survey, 3 in 5 
workers (61 percent) say they are 
burned out in their current job, 
and 31 percent report high or 
extremely high levels of stress at 
work, yet one-third of all workers 
(33 percent) have not taken or do 
not plan to take a vacation this 
year. Survey highlights include:

• 3 in 10 workers still stay con-
nected with work during 
vacation; and

• Nearly 1 in 5 left vacation 
days unused in 2016.

Are Workers Truly Getting Away?
Even when workers take 

advantage of vacation time, they 
are often not fully disconnecting 
from their jobs — 3 in 10 (31 
percent) check work email while 
away and nearly a fifth (18 per-
cent) check in with work. More 

than a third (36 percent) say that 
they’ve returned from vacation to 
find so much work, they wish 
they’d never left at all. 

“If you’re a boss, it’s important 
that you role model how to take a 
vacation,” said Rosemary 
Haefner, chief human resources 
officer at CareerBuilder. “If 
you’re prone to answering every 
email and phone call that comes 
through on your own vacation 
time, consider the example you’re 
setting for your team members. 
Direct all calls to an assistant or 
colleague at the office. Show your 
employees that vacation time mat-
ters to you and to your company 
and its culture.” 

Source: CareerBuilder.
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Editor’s Notebook
changes we have made to EAR 
to commemorate our 20th anni-
versary of serving EA profes-
sionals and the EAP field. Some 
of them are subtle, such as a 
greater use of color and the new 
“HR Corner” feature that 
addresses typical workplace 
issues. A bigger change involves 
expanding Brown Baggers into 
online offerings. The first webi-
nar, on workplace bullying, is 
set for July 20. Another webi-
nar, on conflict resolution, is 
tentatively planned for August. 
What topics would YOU like to 
see discussed in webinars? 
Shoot me an email. I hope your 
summer is off to a great start.

Mike Jacquart, Editor
(715) 445-4386

madjac@tds.net

Change is a 
constant in today’s 
increasingly tech-
nological and 
global society. As 
a result, staying 

current on trends is vital. In part 
one of a two-part cover story, 
Chestnut Global Partners (CGP) 
presents important trends affect-
ing EAPs. One of them, the need 
to, “increase purchasers’ per-
ceived value of EAP by measur-
ing valid outcomes” is something 
CGP is already doing through its 
Workplace Outcome Suite  
(WOS). See article on page 6 of 
this newsletter for a primer on  
the WOS. Part two next month 
will examine other important 
trends, including the increasing 
role of procurement in EAP pur-
chasing decisions.

*****
Speaking of change, I am sure 

you’ve noticed some of the 

driven market, can actually dis-
courage higher utilization.

“The problem with EAP pricing 
and increasing utilization is the 
perverse incentive in capitation: 
the less you do, the more you 
make,” states Tom Bjornson, 
founder and CEO of the Alameda, 
Calif-based Claremont EAP.

v Improve collaboration and 
coordination of care – Referring 
individuals to resources that can 
treat more serious mental health 
concerns is another primary com-
ponent of EAP services. On a 
global level, the scarcity of spe-
cialized treatment resources in 
many countries results in the addi-
tional challenge of the EAP 
becoming a “de facto” mental 
health treatment program.

The use of mobile and wire-
less technology platforms, how-
ever, may become a major tool 
helping EAPs to achieve this 
goal. As evidence-based treat-
ment services become more read-
ily available to clients via smart 
phones, EAP providers may be 
able to more efficiently commu-
nicate with clients and treatment 
resources without the time zone 
or geographical constraints that 
currently exist.

v Increase purchasers’ per-
ceived value of EAP by mea-
suring valid outcomes – Despite 
the existence of more than 500 
applied research papers on 
behavioral health concluding that 
workplace intervention is gener-
ally effective, most of these 
remain unpublished, proprietary, 
or simply not shared with the 
purchasing organization.

As our colleague Lou Servizio 
points out in his trends article on 
“Standardizing EAP ROI 
Analysis”, tools like CGP’s 
Workplace Outcome Suite (WOS) 

and the EAP ROI Calculator have 
begun to help the EAP field meet 
this challenge.

Summary 
There remains a level of depth 

to each of the points raised in this 
article that is difficult to share in 
a short trends article. While we 
suspect that the numbers within 
market segments may change in 
the near future as the EAP profes-
sion evolves, the top needs identi-
fied for the field will remain 
consistent for a number of years 
to come.

NEXT MONTH: The increasing 
role of procurement in EAP pur-
chasing decisions and standardiz-
ing EAP ROI analyses are 
addressed.

Todd Donalson is the Director of Train-
ing & Consultation with Chestnut Global 
Partners (http://chestnutglobalpartners.
org). Matt Mollenhauer is Managing 
Director of CGP. 

The complete version of this report is 
available at http://chestnutglobalpartners.
org/Portals/cgp/Publications/Trends-
Report-April2017.pdf.

Editor’s note: The Workplace Outcome 
Suite (WOS) has been covered in-depth 
in “Employee Assistance Report”, most 
recently in the September 2015 issue. 
A brief primer is presented in this 
newsletter. The EAP ROI Calculator 
was discussed in the 4th quarter 2016 
“Journal of Employee Assistance” 
(JEA). The JEA is available only to 
EAPA members.

Leading Trends... cont’d from Page 2From Our Files

WOS is Leading to  
Gains in Effectiveness

Editor’s note: EA professionals 
are always interested in learning 
more about how to demonstrate 
the effectiveness of their EAPs in 
quantifiable business terms. The 
Workplace Outcome Suite (WOS) has 
made significant strides in doing just 
that, as more than 600 EAP firms are 
currently using the WOS. To learn 
more, go to http://www.eapassn.org/
WOS or http://www.eapassn.org/
Portals/11/Docs/WOS/CGP-1267_
WOS_AnnualReport_2016-06-06.pdf

By David Sharar

As employee assistance profes-
sionals, it’s time we spent less 
energy and money on measuring 
processes and invested more time 
in measuring outcomes and dem-
onstrating results.

An outcome-based survey tool 
known as the Workplace Outcome 
Suite (WOS) is illustrating real 
workplace effectiveness from an 

EAP by translating the impact of 
EAP services on productivity-
related measures.

The WOS, developed by 
Chestnut Global Partners in collabo-
ration with Burke Consulting and 
Richard Lennox, a research psychol-
ogist and psychometrics specialist, 
uses a short, precise, and easy-to-
administer survey that collects 
employee feedback, both before and 
after EAP services provided, on five 
key aspects of the effects of personal 
issues on workplace functioning:

• Absenteism;
• Presenteeism;
• Work engagement;
• Life satisfaction; and
• Workplace distress.

EAPs must make the business 
case to employers that the EAP’s 
interventions will have positive influ-
ences on workplace effectiveness 

(e.g. less absenteeism and presentee-
ism, higher levels of work engage-
ment and life satisfaction, and lower 
levels of distress at work). The WOS 
is a tool that helps EA professionals 
do just that in a credible way.

Employers have not tradition-
ally viewed EAP outcome mea-
sures as highly persuasive or 
credible, leaving low price as the 
one measure they understand. 
While not foolproof, the WOS is 
in fact demonstrating that EAP 
intervention produces statistically 
significant improvements in work-
place outcomes in relatively large 
samples of employees. 

David Sharar, PhD, is the Chief Clinical 
Officer of Chestnut Health Systems and a 
Research Scientist with Chestnut Global 
Partners’ Division of Commercial Science. 
Editor’s note: This is an abbreviated 
version of a cover story that appeared in 
the September 2015 issue of “Employee 
Assistance Report.”

In the News

Web Watch at Work
Employee Assistance
Integrating and Curating TED 
Talks for EAPs
https://www.slideshare.net/
randyrebman/integrating-and-
curating-ted-talks-for-eaps
Have you used TED talks? 
When you select a TED talk, 
what criteria do you use? What 
are the benefits of using TED 
talks? Check out this link to 
learn more.

Mental Health
Speaking About Depression 
Community Blog
https://speakingaboutdepression.
wordpress.com/
Established by Patricia and John 
Gallagher, this blog is a safe 
community where anyone can talk 
about the effects of depression 
on their lives. Links include a 
depression FAQ, lifting the spirits 
of the elderly, and share your story.

TED Talks
The Most Popular Talks  
of All Time
https://www.ted.com/playlists/171/
the_most_popular_talks_of_all
What makes a great leader? How 
can I find happiness? Is it really 
possible to make stress your 
friend? The talks at this site are 
among ones that TED fans just 
can’t stop sharing. 
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In the News

2017 Greater Wisconsin EAPA 
Chapter Conference

Useful Sessions Abundant at Event

MILWAUKEE, Wis. – It’s 
said that great things 
come in small packages, 

and that was definitely the case at 
the Greater Wisconsin EAPA 
Chapter’s 28th Annual Conference 
on Employee Assistance, held 
April 27-28 at the Best Western 
Airport Hotel & Convention 
Center in Milwaukee. There were 
more than 100 attendees (up from 
last year), but the keynotes and 
breakout sessions, in my opinion, 
were as good as larger conferences 
in the EA field.

Below are a few of the  
highlights:

DAY ONE – Sex, Drugs and 
Rock N’ Roll: The Biology of 
Addiction was the topic of the 
opening keynote, presented by 
David Mays, MD, PhD, 
University of Wisconsin-Madison. 
Mays explained how human biol-
ogy mediates our addictions and 
why addictive behavior is so puz-
zling and difficult to manage.

It All Starts with Food was led 
by Retired Col. Frank Alvarez, 
CEO of Frankly Nutritious. “If 
components are missing and/or of 
inferior quality, think the Three 
Little Pigs here, you will not reach 
your potential in all areas of your 
life,” said Alvarez. “The fix is 
simple and easy; nutrition.”

Stephanie Bellin, a wellness 
trainer with ThedaCare at Work, 
presented Reasonable Suspicion. 
“The training [also] gives you 

skills and tools 
needed to handle a 
situation in which an 
employee might be 
under the influence 
of drugs or alcohol,” 
she said.

Raising 
Awareness of Your 
EAP was presented 
by Michael 
Jacquart, editor, 
writer, and commu-
nications strategist. “What is an 
EAP? What does an EAP do? 
These questions are asked much 
too often, at least partly due to EAPs 
not doing enough to market them-
selves and their services,” he stated.

Legal Considerations for 
Employee Assistance 
Professionals was led by Carrie 
Joshi and Robin Sheridan, 
attorneys with the law firm 
Hall, Render, Kilian, Heath & 
Lyman, P.C. Areas they dis-
cussed included leaves of 
absence, accommodation obliga-
tions for disabled employees, 
acting as an employer consul-
tant, confidentiality (including 
exceptions) and telehealth. 
“Second opinions are allowed 
under the FMLA, but employers 
should not be asking you for it,” 
Sheridan said.

DAY TWO – Leading an 
Intentional Culture was the 
topic of the keynote, presented 
by Lee Bouche, CEAP and 

president of Bouche Consulting, 
LLC. Workplace culture is more 
than a written statement of mis-
sion and values hung on the 
wall for employees to see, 
according to Bouche. “It is liv-
ing and evolving within the 
organization and needs to be 
intentionally led to achieve 
desired organizational results.”

Michael Goldman, CEAP, 
Goldman Training and 
Consultation, led Helping EAPs 
Advocate for Employees who are 
on the Autism Spectrum Disorder. 
Among other areas, Goldman pre-
sented case studies, suggestions 
for supporting individuals with 
ASD, the EAP’s role to employers, 
and examples of organizations that 
embrace inclusion.

Many thanks for the great job 
by the conference committee: 
Chuck Austin, We Energies; 
Kelly Nies, ThedaCare at Work; 
Nancy Lynn Smith, Magellan 
Healthcare; and Lori Wessel, Holy 
Family Memorial EAP. 

HR Corner

From Peer to Manager
By Sara Laskowski

When asked to write a blog, 
my first question was, 
“Do I have to write about 

manager stuff?” I’m one of those 
managers who never went to man-
agement school. I fell into it because 
I loved my job, the people I work 
with, and the company I work for. 
Plus, I was up for a new challenge.

When I interviewed for the man-
ager position, my boss said, “Are 
you sure?” I knew he had confidence 
in me, but I also suspect he knew I 
had no idea what I was getting 
myself into. I looked him confidently 
in the eye and said, “Yes, I can do 
this!” I still hold on to that optimism 
most days, but little did I understand 
the journey ahead. That brings me 
back to my original concern. How 
can I, a manager of four years, write 
some wisdom about manager stuff?

Transitioning from Peer to 
Manager

When I went from being a peer 
to a manager, I noticed many of 
my relationships changed. I was a 
bit taken aback that some no lon-
ger viewed me as a safe confidant. 
But how could I blame them? I too 
was being careful about getting 
too personal. I figured things 
would get complicated if I ever 
had to hold a friend accountable, 
or demonstrate to the team that I 
was not playing favorites.

As a peer, I endeavored to be a 
team player, do my job well, voice my 
feelings, and never felt anyone was 
looking at me. As a new manager, I 
realized quickly my team had high 
hopes for me. How was I going to live 
up to their expectations? I worried 
they would not trust my decisions, or 

that I would lack the credibility to lead 
a very experienced team. 

So I tread lightly, not stomping in 
and demanding respect but, instead, 
trying to earn it. I took actions to 
establish credibility and, with time, 
demonstrate my style and philoso-
phy as a manager. I emphasized how 
I value autonomy and did not intend 

to micromanage. I endorsed fairness 
and respect as key team values, 
while balancing that with account-
ability and growth.

Learning is Key
Today, I have settled into my 

role in the organization. However, I 
continue to learn new things every 
day. Some of the lessons have been 
hard. With a diverse team of vari-
ous mindsets and opinions, I cannot 
always please everyone, nor should 
I. This is hard for the people 
pleaser in me. I want my team to be 
happy in their jobs, confident in 
themselves and each other. I tend to 
take on personal responsibility for 
other’s successes and failures, hap-
piness or discontentment. I know 
that is not realistic, but I am a 
counselor at heart and that’s our 
modus operandi. 

However, I know that a good 
manager motivates, praises, sup-
ports, guides, communicates, 

coaches, and holds her or his team 
accountable. I also understand the 
presence or absence of these 
behaviors will contribute to the 
team’s contentment, engagement 
and success. It is a tricky balance.

If you find yourself moving 
from peer to manager, seek feed-
back and guidance from competent 
and experienced mentors and take 
it to heart. 

v Demonstrate respect, not 
power. Establish your own sources 
of support, and do not expect a pat 
on the back or empathy from your 
team. They are looking to you for 
guidance with their own challenges.

v Acknowledge the positives 
and how each team member con-
tributes to the success of the work 
group and organization. 

v Listen. Be real and lead by 
example, not just words. If you 
make a mistake, and you will, 
acknowledge it.

v Have a sense of humor and 
some fun. And at the end of day, 
remember there is no one right 
way to be a manager no matter 
how many books you read or 
classes you take. 

v Trust yourself, learn from your 
mistakes, and never stop trying to 
enhance a positive work experience 
for yourself and others. 

Sara Laskowski joined Empathia in 2007 
as an EAP Counselor, then became Man-
ager, Clinical Services in 2012. Sara has a 
Master’s degree in Education/Professional 
Counseling and is a Licensed Professional 
Counselor (LPC). She is also a Certified 
Employee Assistance Professional (CEAP).

*Specific LifeMatters® services vary from 
company to company, so please speak to 
your company benefits representative or 
call LifeMatters to determine the specific 
services that are available to you.


