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The Leading Trends in EAP – Part II
By Tom Shjerven and Lou Servizio

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 capitalize on these trends. 
We examined two of them last 
month, with the remainder pre-
sented here in the conclusion of 
this two-part article.

Trend #3: The Increasing Role 
of Procurement in EAP 
Purchasing Decisions

As pressure increases on busi-
nesses to reduce or contain costs 
across their operations, the use of 
procurement services via external 
providers or internal teams is 
also increasing. The idea, of 
course, is to ensure that organi-

zations maintain budgets and 
effectively use resources while 
acquiring the goods and services 
needed to conduct business.

This approach is appealing, 
especially when the complexity of 
budgets and the global growth of 
companies outpace the available 
resources needed to critically eval-
uate the acquisition of needed ser-
vices or products.

The common value proposition 
is frequently distilled down to 
“finding the best possible price for 
a given service”. The limitation to 
this approach, however, is that 
there is an underlying assumption 
that all services and providers are 
equal – except in price. While this 
is certainly not true of all procure-
ment vendors, it has been our 
experience in the EAP/Work-Life 
marketplace in recent years.

There are four practices that 
appear to drive how procurement 
teams make EAP/Work-Life pur-
chasing decisions. The following 
is a brief look at each.

v Standardized practices are 
applied across the organization 
regardless of the service or 
product being purchased. One 
cannot, however, simply apply 
procurement procedures equally 
over all types of purchases and 

ensure that the value and desired 
outcome of the acquisition meet 
the desired goals. 

v Procurement teams are 
incentivized based on how much 
money they save the organization.  
While this idea makes sense in 
some aspects, it does not guarantee 
that the organization is actually 
buying the services most needed. 
Even though an organization may 
be purchasing a five-visit EAP 
model from two different vendors, 
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Work/Life Trends

Social Media Addiction  
is HARMFUL - Part I

By Tony Rao

The word “addiction” brings 
to mind alcohol and drugs. 
Yet, over the past 20 years, a 

new type of addiction has emerged: 
addiction to social media. It may 
not cause physical harms, such as 
those caused by tobacco and alco-
hol, but it has the potential to cause 
long-term damage to our emotions, 
behavior, and relationships.

While Baby Boomers had alco-
hol and drugs as their vice, the so-
called Millennials have social 
media as theirs. Social media is a 
big deal for them; it is a lifeline to 
the outside world. Although people 
of all ages use social media, it is 
more harmful for younger users 
than it is for older people. 

All consuming
Addiction may seem a bit of a 

strong word to use in the context 

of social media, but 
addiction refers to any 
behavior that is plea-
surable and is the only 
reason to get through 
the day. Everything 
else pales into insignif-
icance. Millennials may 
not get liver damage or 
lung cancer from social 
media, but it can be 
damaging nonetheless. 

The harm lies in a 
change in behavior. 
Their addiction means 
spending increasing 
amounts of time online to pro-
duce the same pleasurable 
effect, and it means social media 
is the main activity they engage 
in above all others. It also 
means taking away attention 
from other tasks, experiencing 
unpleasant feelings from reduc-
ing or stopping interaction with 

social media, and restarting the 
activity very soon after stopping 
completely.

We should also be concerned 
about the effect of social media on 
sleep and doing less “offline”, 
such as making time for work 
responsibilities and direct face-to-
face social interaction. It has also 
been linked to depression and 
loneliness, both of which may be 
related to social media addiction. 

Millennials report compulsively 
updating their social network 
profiles. They can make riskier 
decisions and be vulnerable to 
online exploitation. They often 
mistakenly believe that, if things 
go wrong, they will get help from 
their online community, even if 
this population consists largely of 
relative strangers. 

NEXT MONTH: Self-reflection 
is lacking.

Tony Rao is a visiting lecturer in Old Age 
Psychiatry, King’s College London.  
Additional source: “Quartz.”

Leading Trends... cont’d from Page 3

accidents, and reduced employee 
turnover). Prior to the days when we 
could measure improvements in pro-
ductivity (without instruments like 
the WOS), it was difficult, if not 
impossible, to calculate these gains. 

Summary
With tools like the WOS, which 

is now used by more the 600 
EAPs worldwide, and the EAP 
ROI Calculator, the EAP industry 
is now on equal footing with the 
head of manufacturing in justify-
ing investments.

But even more important is that the 
ROIs are generally better than theirs...
resulting in my prediction that in the 
coming years ahead, more and more 
organizations will embrace this model 
to show the positive impact that EAPs 
do have on workplace outcomes. 

Tom Shjerven is the Director of sales with 
Chestnut Global Partners (http://chest-
nutglobalpartners.org). Lou Servizio is 
Executive Director of CGP Brazil.

The complete version of this report is 
available at http://chestnutglobalpartners.
org/Portals/cgp/Publications/Trends-
Report-April2017.pdf.
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the difference in cost is driven 
significantly by how the services 
are delivered.

For example, in the EAP field, 
24/7 access can be provided by either 
using a centralized call center or an 
in-country call center. Although a 
centrally answered EAP can often be 
purchased at a lower cost, it can 
come with a disadvantage if the first 
point of contact does not speak the 
local language(s), understand the 
local culture, or know the resources 
available in the local community.

When considering price differ-
ences, it is important that the pro-
curement team understands the 
reasons for the variations, and 
whether such differences will 
impact the goals or objectives the 
organization is trying to achieve.

v There is a lack of procure-
ment expertise with the specific 
product or service. Most procure-
ment teams have little expertise in 
employee benefit services, and 
even less with EAP/Work-Life ser-
vices. This is further compounded 
by the nuances created when the 
need for EAP services is expanded 
to multiple locations and countries.

It is true that these professionals 
bring a valuable approach to the 
procurement process itself, but 
they often do not have enough 
expertise in the services they are 

buying to effectively evaluate the 
true differences between one EAP 
provider and another.

For instance, determining the 
effectiveness of EAP services 
requires an evaluation and under-
standing of how services impact 
the absenteeism rate or work 
engagement of an employee. 
These are important considerations 
when selecting an EAP vendor that 
go beyond the price of the service.

v Decision-making authority 
is heavily weighted in favor of 
procurement staff versus the end 
users of the service. We have wit-
nessed this firsthand in the past 
year. While the HR teams selected 
one vendor, the procurement teams 
selected another. In these cases, 
the “voice” of procurement carried 
more impact than the client (HR 
team) they were making the pur-
chase on behalf of. 

According to EASNA, “the cost 
for an EAP represents less than a 
third of one percent of the total 
employee health care benefit spent 
as most companies.”

Since this cost is remarkably 
low even when selecting the high-
est cost vendor, procurement teams 
would benefit from focusing on 
identifying an EAP partner that is 
a good fit for the organization, and 
not just one that is offered at the 
best price.

Trend #4: Standardizing EAP 
ROI Analyses

In recent years, as more employ-
ers have begun to apply various 
types of return on investment (ROI) 
analyses to their employee assis-
tance programs, we are starting to 
see more EAPs embrace standard-
ized measurement tools such as 
CGP’s Workplace Outcomes  
Suite (WOS).

On top of this, we’re also 
starting to see some employers 

evaluating and implementing 
more sophisticated analyses on 
par with the types of models 
CFOs are accustomed to using in 
evaluating the ROI of other parts 
of their business. 

Investments Increasingly Important
During the early years of my 

business career, decisions to invest 
in employee benefit programs 
were largely made on the basis of 
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From Our Files

Ideas for Better Utilizing Your EAP

Many employers would be 
amazed at the hidden 
treasures of EAPs and 

the wonders that they can do for 
staff well-being, morale, and pro-
ductivity. Your EAP should be at 
the very heart of their operation, 
the lifeblood keeping it thriving 
and developing. Here are several 
of my common themes:

v Look for telltale signs and 
make management referrals. Be 
proactive – manager referral is one 
of the key tools of an EAP. A line 
manager notices that a staff member 

needs support and takes the initiative 
with early intervention. He or she 
flags the concern to HR, and HR 
formally refers the team member to 
the EAP instead of waiting for them 
to call for help. Encourage managers 
to keep an eye out for behavioral 
change within their respective teams 
and to look for signs of stress and 
mental health problems. (Provide 
them with specific examples.)

v Involve the CEO. Remind 
clients that EAP is for everyone – 
the CEO, directors, and senior 
management, who are just as likely 

to need to make that call. High-
stress atmospheres can be chal-
lenging. I cannot think of a better 
way for the board to fully appreci-
ate an EAP than when they have 
personally used the service. 
Employers, staff, and their immedi-
ate family can call a free helpline 
any time and be put through to 
counselors and advisers. 

Source: Brian Taylor, “Four tips to make 
your employee assistance programme work 
harder,” Personnel Today. Editor’s note: 
This is an abbreviated version of an article 
that appeared in the December 2015 issue 
of “Employee Assistance Report.”

Quick Ideas

Managing Presenteeism
By RaeAnn Thomas

The following are some impor-
tant points to keep in mind 
for employees who struggle 

with being fully present at work:

v Be clear about expectations 
and boundaries. In other words, 
determine where you need limits 
to be and then stick to them.

v Be aware of when work/per-
sonal boundaries are being pushed 
too far. When you find yourself 
“straying” from your work, redi-
rect your attention to where it is 
supposed to be.

v Be assertive. Advocate for 
yourself if you need help or  

support for personal issues that 
are affecting your work.

v Manage time wisely. Work 
out a system that works for you to 

keep your pace consistent and 
doable all day long without getting 
lazy or fatigued.

v Structure your workday. 
Prioritize tasks and give yourself 
ample time to do them, but allow 
room for flexibility. Maintaining 
a schedule and time limits for 
given tasks will help keep you 
on track.

v Turn off instant messengers 
and social networking sites to limit 
distractions. Set time aside to 
check emails, don’t get stuck in 
your email every time a message 
comes in. 

RaeAnn Thomas is an EA professional and 
long-time contributor to EAR.

20
Celebrating

Years of Service!
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Editor’s Notebook
positive results in these five variables 
are demonstrating to businesses that 
EAP services do in fact work.

That’s not all. Co-author Lou 
Servizio points out that the EAP 
ROI Calculator can be used to uti-
lize, “the same methodologies used 
by a VP of manufacturing to justify 
the expansion of a factory or by 
your personal financial advisor to 
recommend which financial instru-
ments are best for you.” This is 
more great news for EAPs!

Check out the sections on the 
WOS and ROI Calculator at www.
eapresearch.com or direct your 
questions to dsharar@chestnut.org. 
Many thanks to Todd Donalson and 
his colleagues at CGP for compiling 
this insightful, extensive report.

Mike Jacquart, Editor
(715) 445-4386

madjac@tds.net

In the conclusion 
of a two-part cover 
story, Chestnut 
Global Partners 
(CGP) continues its 

look at important trends affecting 
EAPs. In examining procurement 
decisions, co-author Tom Shjerven 
points out that most procurement 
teams have little experience with 
employee benefits such as EAP. So 
how can an EAP convince a client 
about important considerations that 
go beyond the price of its services?

I cannot overstate the importance 
of utilizing tools like CGP’s 
Workplace Outcome Suite (WOS) 
and EAP ROI Calculator. More than 
600 EAP firms have signed license 
agreements to use the WOS – a fig-
ure that demonstrates that greater 
numbers of EAPs and users are find-
ing that the WOS can be highly 
effective at improving the five work-
place constructs (i.e. absenteeism, 
presenteeism, work engagement, 
work distress, and life satisfaction). 
Through the WOS, quantifiable,  

“it would be nice for the employ-
ees”, competitors are doing it”, 
and what was leftover in the bud-
get”. Later in my career, however, 
decisions were made based on 
ROI. Benefits were killed and 
investments remained. By neces-
sity, benefits had to become 
investments in order to survive. 

Realizing that there was a need 
to translate benefits into invest-
ments, I developed the first com-
mercial software (WELLCAST 
ROI™) that did just that. I could 
figure out things like “by how 
much does an exercise program 
have to reduce blood pressure in 
order to justify the price of the 
exercise program based on the 
Internal Rate of Return?” or “what 
is the highest PEPM (Per Employee 
Per Month) that I should pay, given 
the utilization rate and effectiveness 
rate in improving productivity so 
that I can break even on my EAP 
investment?” 

In the case of EAP ROI analyses, 
however, I also needed a way to 
measure the reductions in absentee-
ism and presenteeism. Along came 
instruments that measured the reduc-
tion in absenteeism and presentee-
ism from EAPs (such as CGP’s 
Workplace Outcome Suite), which 
I could incorporate into the software 
as inputs, which translated these 
productivity gains into financial 
terms (which then could then be 
converted into ROI). The CGP EAP 
ROI Calculator is an example of a 
tool that does all of this.

Good News
The good news is that we can 

now calculate the ROI of health 
care benefits, including EAPs, uti-
lizing the same methodologies 
used by a VP of manufacturing to 
justify the expansion of a factory 
or by your personal financial advi-
sor to recommend which financial 
instruments are best for you.

Don’t forget, investments in EAPs 
are not only compared to other pre-
ventive care and wellness programs 
(such as exercise, nutrition, smoking 
cessation, and vaccination pro-
grams), but also to investments in 

capital equipment and expansion into 
international markets. ROI is the 
great common denominator. 

Now for some more good 
news. During the past 20 years, I 

have performed ROI analyses on 
hundreds of preventive care and 
wellness programs. Very rarely do 
I see a preventive care program 
that does not generate an attrac-
tive ROI. EAPs also generate 
superior ROIs and the analysis I 
have conducted has yielded very 
positive results, ranging from 
$4.41 saved for every $1 spent in 
Brazil to $5.59 saved for every $1 
spent in the U.S.

But there is a very important dif-
ference in how EAPs generate sav-
ings. Whereas most preventive care 
programs generate much of the sav-
ings in medical costs, EAPs generate 
95% of the savings in economic 
costs (productivity gains, reduced 

Leading Trends... cont’d from Page 2
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”The good news  
is that we can now 

calculate the ROI of 
health care benefits, 
including EAPs…”

HR Corner

Bigger is Better, Right? - Part I
By Tim Sumiec

I have been doing the same job 
for Empathia for the last 20+ 
years. No, I am not the CEO 

or a Vice President (though I easi-
ly think that I could be and that I 
would be great!). Nope, I’m also 
not a Corporate Trainer, though I 
enjoy traveling and hearing myself 
talk, as well as having others lis-
ten to me talk: the bigger the audi-
ence, the better!

I am the Manager of Field 
Operations, which is a fancy way 
of saying that I manage a net-
work of mental health providers 
across the country and in other 
parts of the world. It is not a 
glamorous job, but it is perfect 
for me because I love people and 
have thousands of providers in 
my network.

I’m also happy to be part of 
something that I’m so proud of… 
Employee Assistance Programs 
(EAPs) are incredible companies 
with tons of benefits for employ-
ees and their family members.

I find it interesting when com-
panies and brokers compare EAPs 
on the size of their networks and 
even more interesting when EAPs 
claim that they have huge EAP 
networks. Empathia has fought 
this issue since I started working 
for them in 1990. So, let’s try to 
solve this age old question: Is big-
ger really better?

Let’s start with the basics of 
what determines a high quality 
EAP network.

v Credentials: A network 
needs to have requirements of who 
can belong and who can’t. Most 
EAPs require providers to have a 
minimum of a Master’s degree and 

to be independently licensed in the 
state where they are providing the 
services. In order to determine 
this, EAPs ask that every provider 
fill out a detailed application that 
asks for specifics about the pro-
vider and their practice. In this 
application, the provider is asked a 
series of disclosure questions, 
which seek to gain knowledge of 
current and past issues related to 
their license and illegal activities.

After reviewing the application, 
some EAPs do what is called “pri-
mary source verification” of the 
provider’s education, license, and 
liability insurance. This means not 
only looking at the documents, but 
verifying their accuracy. 
Maintaining monthly checks on 
sanctions brought against network 
providers is also an excellent way 
of monitoring a provider after the 
application process.

A good EAP Network Manager 
is also aware of other important 
credentials, specifically related to 
EAP providers. The Certified 
Employee Assistance Professional 
(CEAP®) and the Employee 
Assistance Specialist-Clinical 

(EAS-C) are two credentials 
obtained through the Employee 
Assistance Professional 
Association (EAPA). They show 
that a provider is invested in learn-
ing about EAP work and what it 
takes to be a responsible EAP 
Affiliate. By the way: EAPs don’t 
provide psychiatric assessments or 
prescribe medications to their cli-
ents, so psychiatrists are not 
needed in an EAP network. 

NEXT MONTH: Understanding 
your purpose and responsiveness.

Tim joined Empathia (then NEAS) in 
1990. As Manager of Field Operations, 
he oversees Empathia’s national affiliate 
provider network and ensures that the level 
of service provided exceeds expectations. 
Additionally, Tim is a former Executive 
Board Member for the Employee Assis-
tance Professional Association (EAPA) 
Chapter of Southern Wisconsin. He holds a 
Bachelor’s in Psychology, has a certificate 
in Criminal Justice, and is a Certified Em-
ployee Assistance Professional (CEAP).

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

Behavioral Health Apps  
This Year’s Top 10 List

By Kathleen Greer

For the past three years, 
KGA, a New England-
based EAP provider has 

tested and released an annual list 
of “Top 10 Well-being Apps.” 
Although initially designed to put 
the right app in the hands of EA 
counselors, KGA’s app project has 
proven to be an effective way to 
build awareness of EAP services 
and improve engagement. 

Narrowing the List
Various criteria were used to 

shorten the list to 35 apps that cli-
ents could use as an adjunct to 
counseling. For example, the apps 
were each tested by counselors 
and work-life specialists to con-
firm their reliability, simplicity, 
and efficiency, as well as their 
overall aesthetics. They particu-
larly focused on the efficacy of the 
apps, especially for severe stress, 
anxiety, and sleep deprivation. 

Counselors were asked to com-
ment on the particular apps they 
tested. Some apps didn’t make the 
cut for clinical reasons. For exam-
ple, the counselors liked the “7 
Minute Workout” app, but found 
that the photographs of the exercise 
models showed bodies that were 
unrealistically perfect, thin, and 
muscular. Since the “10 Best Apps” 
list is available to the public, coun-
selors worried that the app would 
be body-shaming to its users. 

The Sleep Time Smart Alarm 
Clock app was rejected because it 
was “not easy to use and more 
frustrating than it’s worth.” The 
Suicide Safe app was not selected 

because it is made for clinical 
rather than public use. Another 
food app was rejected because it 
didn’t “offer anything that you 
couldn’t get online.”

The Top 10 Behavioral Health 
Apps for 2017

v Mood Kit – This app offers 
professional psychology tips and 
tools for everyday life to help 
improve mood and overall well-
being. Counselor: “The items in 
Mood Kit are very specific and 
simple, not overwhelming.”

v Happify – Happify is a men-
tal health app that provides effec-
tive tools and programing to help 
take control of emotional well-
being. It helps combat stress, anxi-
ety, depression, and constant 
negative thoughts. Counselor: “I 
think it creates a positive message 
of mindfulness and encourages 

taking a break and checking in 
with yourself.” 

v Insight Timer – This app is 
the most popular free meditation 
app in the Apple store. It has a 
timer with a pleasant chime, which 
can be used for silent or guided 
meditation. Insight Timer has more 
than 5,000 guided meditations 
from some of the world’s best 
meditation teachers. There is also 
a support group feature for those 
who want to be part of a medita-
tion community. Counselor: “A 
great simple app to begin and 
practice meditation. Offers timed 
and guided meditation… free, sim-
ple, and straightforward.”

v Pacifica – This mental well-
ness app provides users with psy-
chologist-designed tools to address 
stress, anxiety, and depression 
based on Cognitive Behavioral 
Therapy, mindfulness meditation, 
relaxation, and mood/health track-
ing. It offers a user-friendly way to 
monitor emotions and can be a 
great adjunct to counseling or 
helpful on its own. Counselor: 
“Pacifica sends you reminders to 
check in around mood and anxiety 
during the craziness of life. It not 
only allows you to track stress, 
anxiety, and mood, but also allows 
you to track exercise and diet.” 

v C25K – This app offers a 
structured plan for new runners to 
gradually build strength and stam-
ina. C25K is great for those who 
like a tailored running plan that 

does not require a personal trainer 
or running group. Counselor: “I 
actually started the program last 
night, and already I feel motivated 
by it. I was surprised at that and 
also liked the helpful FAQs.”

v Mind the Bump – This medi-
tation app is perfect to help individu-
als and couples mentally and 
emotionally prepare for having a 
baby and becoming a new parent. 
Mind the Bump helps users to 
reconnect with their partner and 
focus on one’s changing body 
throughout pregnancy. Counselor: “I 
really like how this app encourages 
you to connect with your partner.”

v Fooducate  –This weight-
loss app is ideal for individuals 
who want to lose weight with the 
help of a free coach and a support-
ive community. Fooducate allows 
users to track food intake and 
mood. Counselor: “I particularly 
liked that they rated many differ-
ent kinds of foods and their 
brands. It’s a great way to track 
calories and get information about 
various foods.”

v Lumosity – This app 
improves memory and attention 
through comprehensive brain train-
ing. Lumosity is great to use when 
traveling or have some time to kill, 
and it helps to strengthen the power 
of the brain with fun and engaging 
games. Counselor: “Lumosity is 
pleasurable and not intimidating. 
It’s also informative about strengths 
or weaknesses in learning.”

 
v Relax and Rest Guided 

Meditations – This meditation app 
offers three programs of varying 
lengths (breath, deep rest, whole 
body), which allow the listener to 
relax deeply regardless of how 
much time the user has to meditate. 

The calming voice and music can 
help to put someone with sleeping 
difficulties into a deep sleep, and 
help reduce anxiety. Counselor: “I 
love this app and use it all the time. 
It has short 6-9 minute meditations 
that I can quickly do when I get 
home from a long day at work or 
right before bed. It helps to relax 
and center me, which is important 
after hectic days.” 

v Cozi Family Organizer – 
This family organization app’s fea-
tures include a shared calendar, 
shopping lists, and to-do lists that 
everyone in the family can access 
on the go. Counselor: “Each fam-
ily member is color coded so you 
can easily see where everyone 
needs to be on that day and at 

what time. It also emails the 
weekly schedule on Sunday to all 
family members.” 

Summary  
The mobile health app industry 

continues to grow. When used in 
combination with EAP counseling, 
apps can provide both useful infor-
mation and motivation. “In a way, 
apps and web pages have replaced 
our traditional tip sheets,” states 
Kristin Matthews, Clinical Manager 
at KGA. “This is a fabulous way to 
reach our younger population,” 
noted one HR client. 

Kathleen Greer is founder and chairman of 
the Framingham, Mass.-based KGA, Inc., 
which provides EAP services to over 100 
organizations. Kathy can be reached at 
greer@kgreer.com.
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Resources
 Have you used TED Talks? When you select a TED Talk, what 

criteria do you use? Integrating and Curating TED Talks for EAPs 
has the answers you need. Check out www.slideshare.net/randyrebman/
integrating-and-curating-ted-talks-for-eaps

 The Business Case for Learning: Using Design Thinking to 
Deliver Business Results and Increase the Investment in Talent 
Development, by Patti and Jack Phillips, HRDQ/ATD Press, April 2017, 
ISBN: 978-1-588-54912-9, $32.00. Learning and talent development  
professionals often fail to show that their efforts are directly improving 
their company’s performance. The authors show readers how to  
demonstrate value at every phase of the learning system.

 What makes a great leader? Is it really possible to make stress your 
friend? The Most Popular Talks of All Time are among talks that TED 
fans just can’t stop sharing. Visit https://www.ted.com/playlists/171/the_
most_popular_talks_of_all.

 High Velocity Hiring: How to Hire Top Talent in an Instant, by 
Scott Wintrip, McGraw-Hill Education; April 2017; ISBN: 978-1-
2598594-7-2; $30.00. As a small business owner, you’re beyond busy – 
when out of the blue your best employee gives notice. How will you 
find time to recruit, interview, hire, and train a replacement? The 
author reveals the four steps to make hiring for your small company 
more efficient than ever. 


