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By RaeAnn Thomas

As Dave Worster described
in the July 2007 EAR
cover story, “Employee

assistance professionals are climb-
ing a steep
mountain of
establishing
ourselves as
a true ‘pro-
fession.’” I’d
add that
employee
assistance
professionals
are making that climb more diffi-
cult than it needs to be by offering
everything and anything an organi-
zation may need in order to sell a
contract. 

Are we building business? Or
are we committing ourselves to
mediocrity by becoming brokers
of the very “professional service”
that we said merits its own creden-
tial?

The Employee Assistance
Professionals Association (EAPA)
has developed standards to help us
provide consistent and quality EA
programming to the organizations
that we serve. The standards that
Dave referenced in his article
combine to create a service that
addresses organizational produc-
tivity, and personal employee

issues that affect work perfor-
mance.  

While it is generally agreed that
we must provide the best service
possible to help organizations
maximize the effectiveness and

efficiency of their
employees, many
EAPs have moved
beyond core technolo-
gy standards (see
accompanying side-
bar) to offer work-
wellness plans that are
losing sight of our
mission. Maybe we
have gone too far.

Let’s consider some of the services
that we provide:

CISS
Critical incident stress services

have become part of every organi-
zation’s toolbox. It makes sense to
provide these services in collabo-
ration with EAP because it is often
the EAP counselor who follows up
with individuals significantly
affected by traumatic incidents in
the workplace. Critical incidents
may have a prolonged effect on an
individual’s work performance.

However, if the EAP is the cen-
tral provider of CISS, there can be
a conflict of interest when critical

Definitions of an
EAP and EAP

Core Technology

The “employee assistance
program” or “EAP” is a
worksite-based program

designed to assist: work organiza-
tions in addressing productivity
issues, and (2) “employee clients”
in identifying and resolving per-
sonal concerns, including, but not
limited to, health, marital, family,
financial, alcohol, drug, legal,
emotional, stress, or other personal
issues that may affect job perfor-
mance. 

Employee assistance program
core technology represents the
essential components of the
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incident services need to be pro-
vided, sometimes at the expense of
regularly scheduled EAP appoint-
ments. Can EAP providers ade-
quately staff organizations to
provide on-demand CISS services
without stealing time from individ-
ual “non-crisis” services? Are we
advertising the services of a crisis
line as opposed to EAP? Can we
keep counselors up to date with
the newest advances in CISS ser-
vices, or are we asking EAP coun-
selors to perform work that is not
in their field of expertise?

Training 
EAPs nearly always offer train-

ings. In fact, we consider training
as part of an EAP “package.”
Training educates the employees
about how the EAP works, it
assists managers and leaders in
utilizing EAP in a proactive way
to get the maximum benefit from
EA services, and it can be seen as
a type of ongoing “commercial”
for employees when we offer
brown bag seminars or other brief
trainings to keep the program on
the minds of our potential clients. 

However, we are increasingly
being asked to provide training in
performance improvement, cus-
tomer service, and management
skills, to name a few. Where does
EAP end, and a company’s educa-
tion/training department begin?
Are we providing services under
the guise of EAP that really belong
elsewhere? Are we offering ser-
vices that are really beyond our
scope, but considered necessary by
the organization? 

SAP Services
EAP’s origins lie in the Alcohol

and Other Drug Abuse (AODA)
field. It is generally understood
that EAP counselors will have
AODA education and experience

in order to assess and provide fol-
low-up care for individuals with
alcohol and drug issues. In fact,
the Substance Abuse Professional
(SAP) is a necessity for companies
required to comply with
Department of Transportation
(DOTR) regulations.

Because we have basic stan-
dards within EAP, many of our
providers have the knowledge and
experience to provide assessments
and follow-up. One-stop shopping
means that the EAP and SAP
counselor (sometimes one in the
same) can provide value-added
services by combining EA pro-
gramming while helping to meet
regulatory compliance issues for
the organization. This makes good
fiscal sense for an organization.

However, from a service per-
spective, the EAP has moved into
murky water. We have provided
employee advocacy in the past —
but now we must forego doing so,
in favor of ensuring public safety
and compliance. In fact, the DOT
specifically notes that the SAP
professional is not an employee
advocate.

Organizational Development
Retreats, leadership training,

participation in project manage-
ment, change management, and
succession planning are just a few
of the EA services that are possi-
bly beyond the initial intent of the
EAP. Certainly, EAP counselors
frequently have experience in
many of these areas. We may
enhance our services to accommo-
date requests for training, OD ser-
vices that lie beyond our core area
of expertise.

Moreover, the organizations we
serve are frequently forced to cut
the frills, and as such may rely on
us for many services that were
once available elsewhere in the
organization. Organizational

development is likely an area that
doesn’t fall in the range of core
EAP services. That is, unless we
want to just call it “training.”

Web-based Services
Have websites taken the place

of quality face-to-face assess-
ments? Are we counting website
hits in utilization reports?
Certainly, websites are a great pro-
motion tool for an EAP. Online
assessments, links to resources,
and other quality information
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ees with any potential resource
they may need. But it can be very
challenging to provide EAP-cal-
iber quality care when it involves
referring a client to a distant orga-
nization. Instead of providing the
services themselves, EAP has
sometimes become the keeper of
an extensive phone directory for
nationwide and/or global
resources. 

Summary
These aforementioned services

are sometimes nice additions to
core EAP technology and overall
service. Many organizations have
benefitted from them. However, as
we continue to build a wider con-
tinuum of services, what suffers?
EA professionals begin to sound
as if we don’t value the funda-
mental services of EAP. Core
technology is seen as an incidental

make it possible to use these ser-
vices without ever seeing an EAP
counselor face-to-face.

If the employee knows (or
believes they know) the nature of
their problem, organizations may
potentially be able to develop
websites that will make personal
contact with EA professionals
obsolete. We’ve done so well at
becoming technically capable that
we’ve shifted the focus of EAP
from personal, individualized
assessments to instant info avail-
able at the employee’s fingertips. 

Work/life Resource Referral
Some EAPs can help employ-

ees find a good daycare center,
legal services, or Realtor ®. EAPs
have developed networks of ser-
vice providers to connect employ-

Pure and Simple continued from Page 2 piece of a wellness package that
over time gets lost in the haze of a
benefit continuum posed to serve
all clients and meet all needs. 

If EA professionals don’t value
the basic philosophy of EAP, we
certainly will not be in a position
to cultivate that appreciation in the
organizations we serve. When we
work with an organization to
develop programs that will have a
positive impact, are we selling
core EAP services first — or are
we blinding clients with the glitz
and splash of one-stop shopping to
meet all of their organizational
needs? We may become the Jack-
of-all-trades, but master of none.

RaeAnn Thomas is the executive director
of Associated Employee Assistance
Services. Contact her at (800) 540-3758
or ThomasR@smhosp.org. RaeAnn is also
a former contributing editor of Employee
Assistance Report.

Definitions of an EAP and EAP Core Technology continued from Page 1

employee assistance (EA) profes-
sion. These components create a
unique approach to addressing
work-organization productivity
issues and “employee client” per-
sonal concerns affecting job per-
formance. EAPA defines EAP
core technology as:

(1) Consultation with, training
of, and assistance to work
organization leadership
(managers, supervisors, and
union stewards) seeking to
manage the troubled employ-
ee, enhance the work envi-
ronment, and improve
employee job performance;
and, provide outreach to and
educate employees and their
families about the availabili-
ty of EAP services;

(2) Confidential and timely prob-
lem identification/assessment
services for employee clients

with personal concerns that
may affect job performance;

(3) Use of constructive con-
frontation, motivation, and
short-term intervention with
employee clients to address
problems that affect job per-
formance;

(4) Referral of employee clients
for diagnosis, treatment, and
assistance, plus case moni-
toring and follow-up ser-
vices;

(5) Consultation to work organi-
zation in establishing and
maintaining effective rela-
tions with treatment and
other service providers, and
in managing provider con-
tracts;

(6) Consultation to work organi-
zation to encourage availabil-
ity of and employee access to
health benefits covering
medical and behavioral prob-

lems, including, but not lim-
ited to, alcoholism, drug
abuse, and mental and emo-
tional disorders; and

(7) Identification of the effects
of EAP services on the work
organization and individual
job performance.

Source: EAPA (www.eapassn.org).

Do you have an upcoming
conference you’d like to promote?

Let us know
and we’ll post it
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You’ve 
Got Mail —
Now What?

Is it OK to check email during
business meetings? A new sur-
vey shows that the verdict is

still out, although many executives
are doing it.

According to a poll conducted by
Robert Half Management
Resources (www.roberthalfmr.com),
86% of senior executives said it’s
common for professionals to read
and respond to emails during meet-
ings. However, close to one-third
of this group (31%) disapprove of
this practice.

RHMR offers these tips for using
mobile devices during meetings:

• Be discreet. If you need to
bring a mobile device to a
meeting, set it on vibrate to
avoid disturbing other atten-
dees or the meeting leader.

• Consider your audience.
Co-workers may be more for-
giving of a need to respond to
email from a client, for exam-
ple, so adjust email activity
accordingly.

• Respond only if it’s urgent.
It’s tempting to check every
message that comes in, but
avoid doing so unless there’s
a compelling reason.

• Step out of the room. If you
receive an urgent message
during a meeting, step quietly
out of the room to reply.

• Know when to let go.
Spending a considerable
mount of time checking email
will make others feel unimpor-
tant. It’s better to bow out of a
meeting altogether than be dis-
tracted during most of it.

Editor’s note: See this month’s Brown Bagger
insert for more information on the proper use of
email.

The mark of a good leader
may lie in his or her ability
to be honest and exhibit

integrity, a new survey suggests.
Nearly one-third (31%) of chief
financial officers polled by Robert
Half Management Resources said
the most important quality for a
business leader to possess is
integrity. (It was followed by
experience and communication
skills, both at 27% each.)

“History has shown the impor-
tance of integrity in all aspects of
business, from managing assets to
managing people,” said Paul
McDonald, executive director of
Robert Half Management

Resources. “Corporate scandals of
the recent past have underscored
the need for sound corporate gov-
ernance practices and transparency
in financial reporting.”

In addition, as the survey also
found, leaders must also be effec-
tive communicators. “Financial
executives must be able to trans-
late complex concepts into terms
other audiences, from investors
and board members to employees
and the general public, can under-
stand,” McDonald added. “The
ability to motivate and inspire also
is crucial for fostering loyal and
productive employees.” 
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Workers who feel their
good work often goes
unnoticed may have a

case. More than one-third (35%)
of professionals polled recently
said businesses are not effective at
rewarding good performance. In
fact, 30% of managers agreed!

“Businesses need to make
retention an ongoing priority,”
stated Diane Domeyer, executive
director of OfficeTeam
(www.officeteam.com), which
conducted the survey. “Firms that
fail to reward great work risk los-
ing employees to businesses that
do invest in recognition pro-
grams.”

In addition to monetary
rewards, OfficeTeam offers the
following easy, yet meaningful
ways to recognize staff:

• Say thanks. Don’t underesti-
mate the power of saying

Workplace Surveys

Honesty Still Best Policy

Reward Good Deeds!
“thank you,” either in writing
or in person.

• Celebrate achievements.
Honor employees’ accom-
plishments in front of their
peers. Staff events recogniz-
ing individuals or groups can
enhance morale while high-
lighting exemplary behavior.

• Give the gift of time.
Reward accomplishments
with extra days off or
extended lunch breaks. Time
away from the office allows
staff members to recharge
after major projects.

• Provide “plum” assign-
ments. Give strong perform-
ers the option of working on
desirable projects. Doing so
improves motivation and
enthusiasm, and it encour-
ages others to excel in their
positions. 



Crystal methamphetamine
use among young adults in
the U.S. is considerably

higher than previous surveys indi-
cated, according to new research
funded by the National Institute on
Drug Abuse (NIDA), part of the
National Institutes of Health
(NIH).

The study, published in the July
issue of the journal Addiction,
found 2.8% of young adults (ages
18-26) reported using crystal meth
during 2001-2002. This is higher
than the annual prevalence of crys-
tal methamphetamine use by
young adults (ages 19-28) of 1.4%
reported by NIDA’s 2002
Monitoring the Future survey. 

Previous national surveys indi-
cate that meth prevalence is high-
est among young adults, but until
now, few scientific papers have
looked at the characteristics and
behaviors associated with its use
in this age group. Using nationally
representative data, and examining
the age group most prone to meth
use (ages 18-26), the study found

that young adult users are dispro-
portionately white and male and
live in the West, and that the odds
of use for Native-Americans were
more than four times higher than
that for whites. Users also tend to
have lower social economic status,
use other substances, such as alco-
hol, marijuana, and cocaine, and
the male users are more likely to
have had incarcerated fathers. 

“The study showed not only
greater use of crystal methamphet-
amine, it also suggests the drug is
associated with risky and antiso-
cial behaviors, including other
illicit drug use," said NIDA
Director Dr. Nora D. Volkow. “By
examining these connections, we
hope to identify new avenues for
treatment and prevention.”

The study authors asked respon-
dents about their use of crystal
meth in the past year and past 30
days. They examined certain char-
acteristics of meth users, such as
their use of other substances,
sociodemographics, and novelty
behavior. They also looked at what

was unique about meth users com-
pared to other drug users, and the
associations between meth users
and antisocial or risk behaviors,
such as crime/violence and risky
sexual behavior.

The study found that use of
meth and associations with both
criminal behavior and risky sex
differed between men and women.
Among women, the study found
meth use to be significantly asso-
ciated with drug sales and risky
sexual behavior, such as low con-
dom use. However, the authors
emphasize that more research is
needed to determine whether
women who sell drugs are more
likely to use meth or whether use
of the drug leads to criminal drug
sales among women. 

Crystal meth (also referred to as
“ice,” “crystal,” “glass,” and
“tina”) is a common form of
methamphetamine, a highly addic-
tive stimulant that affects the cen-
tral nervous system. As with the
powdered form, users of crystal
meth are drawn to its euphoric and
stimulant effects, but the drug has
higher purity and more potential
for abuse. 

“This study presents a new per-
spective on crystal methampheta-
mine users in the United States,”
said Dr. Denise D. Hallfors of the
Pacific Institute for Research and
Evaluation and a co-author of the
study. “We hope that this new
information will aid in the devel-
opment of appropriate interven-
tions and help to inform public
policy.”

Sources: National Institute on Drug Abuse
(www.nida.nih.gov) and Employee
Assistance Professionals Association
(www.eapassn.org).
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By Tom Terez

There are plenty of conversa-
tions that occur at work —
about today’s tasks, about

that rush order, about the project
that should have been done yester-
day. But do you and your col-
leagues ever step off the task
treadmill and talk about the work-
place itself?

If you work full time until
retirement age, you’re going to
log at least 90,000 hours on the
job! Doesn’t it make sense to
spend a few of those hours team-
ing up with co-workers and per-
haps your EAP to make the
workplace better?

Share the following ideas with
colleagues, select the ones that
seem most relevant, and then set
aside some time to talk. There are
no right or wrong answers, and
just an hour or so of dialogue will
deepen understanding and point
the way toward practical improve-
ment.
1. Mind-engaging work
When was the last time you got so
caught up in interesting work that
you lost track of time? What were
you doing? What was it about the
work itself, how you were going
about it, its connection to a
greater good — that made this
such a wonderfully consuming
activity?
2. Seeing the fruits of your labor
How do you know that your effort
is having a positive impact? If you
could wave a wand and instantly
create a more meaningful system
for tracking results, what would it
look like?
3. Meetings, and more meetings
How many hours do you spend
each week in meetings? How

many of these hours are well
spent, and how many are wasted?
If you could redirect unproductive
time to worthwhile activity, what
would you do?
4. Teamwork vs. individuality
What gets greater emphasis in
your workplace: teamwork and
togetherness, or individuality and
diversity? If it’s teamwork and
togetherness, does the pursuit of
unity prompt people to downplay
differences? If individuality and
diversity are the main focus, does
the workplace ever feel like a
loose collection of conflicting
styles and agendas? What can be
done to maintain a balance
between unity and uniqueness?
5. Giving and getting respect
Johann von Goethe said, “The
way you see people is the way you
treat them, and the way you treat
them is what they become.” What
did Goethe mean, and what could
be done to make respect one of
your workplace’s greatest
strengths?
6. Can we talk?
Is there a problem or concern so
big that no one ever talks about it?
If so, why isn’t it acknowledged?
What are the risks of talking about
it? What are the potential bene-
fits? 
7. Empowering yourself
“If I had just a bit more authority
at work, I would _____.” Fill in
the blank with several actions
you’d like to take to be more
effective in your job. Then
explore what’s holding you back?
What is an action you can get
started on right now?

Tom Terez is a speaker, workshop leader, and
author of “22 Keys to Creating a Meaningful
Workplace.” For more information, visit
http://BetterWorkplaceNow.com.

Combined with
Dave Worster’s July
cover story, we hope
that Dave’s and
RaeAnn’s articles
have given readers
plenty to “chew on” regarding the
future of EAP. I’d like to offer just
a few thoughts.

First, regardless which direction
EAP takes, I think it’s imperative
that EAPs increase awareness of
their services. Very rarely have I
run into someone who was aware
of what an EAP was or what it did.
Don’t misunderstand, I realize that
it’s difficult to add one more thing
(marketing) to already BUSY
schedules, but I think it’s important
to find some way to do just that.

Don Jorgensen, past president of
EAPA, and Judith Braun, CEAP
and vice president of organizational
services with Mines & Associates,
outlined some marketing ideas in
the June 2005 EAR. One of the bet-
ter ideas, I thought, was Judy’s
suggestion for small EAPs to hire
someone on an hourly rate who can
focus their attention on marketing.
Otherwise, you’re spreading your-
self too thin, trying to add one
more thing to an already busy
plate. It just doesn’t work.

Second, I would agree with the
premise that, again regardless of
the model or services, EAP must
better explain to businesses how
vital EAP is to their future success.

No one’s suggesting that any of
this is easy. However, it stands to
reason that as today’s workplaces
undergo revolutionary transforma-
tions, that EAP will continue to be
part of those changes. EAPs have
always been creative and adapt-
able. I don’t see that changing now,
do you? Until next month.

Mike Jacquart, Editor
(715) 258-2448
mikej@impact-publications.com

Editor’s Notebook
Quick Ideas

Conversations that
Transform Workplaces
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By Lauren Stiller Rikleen

When Sue was called into
a meeting with the man-
aging partner, she was

curious, but not concerned. She
had been working at the firm for
four years, and had always
received satisfactory performance
reviews. But when she walked into
his office and saw the Director of
Human Resources, she had a sink-
ing feeling that she was not there
to receive a new assignment.

In less than five minutes, Sue’s
world changed dramatically as she
was told that she was being termi-
nated. Too stunned to ask ques-
tions at the time, only later did Sue
feel increased anger at the unex-
pected and brief discussion. And
her frustration only increased as
she thought about her past annual
performance reviews. Had she
missed something? Can it be that
she really never saw this coming?

Sadly, the answer for Sue —
and many others who find them-
selves unexpectedly terminated —
is that these events too often do
come without warning. The rea-
sons can be found in the funda-
mental fear that most managers
have of providing negative feed-
back. The process of properly
addressing an employee’s work
performance is so fraught with dis-
comfort that it rarely gets the time
and attention it warrants.

The fact is, face-to-face discus-
sions about someone’s strengths
and weaknesses are difficult. The
positive messages are frequently
too brief to seem validating, and

few managers are skilled at prop-
erly conveying negative feedback
so it can truly be heard and under-
stood.

The result is a performance
appraisal where the evaluator gets
to check something off the to-do
list, and the person evaluated
leaves the interaction puzzled,
angry, or frustrated, rather than
with a clear understanding of job
strengths and weaknesses.

If this sounds like the process
used by your company clients, it
may be time to help them rethink
how they conduct performance
reviews (e.g. appraisals).

Implementing the following
three tips can help create a more
meaningful process.
1) Consider feedback as part

of everyday conversation,
rather than an annual dis-
cussion. Did you like the way
a situation was handled?
Offer praise and an analysis
of the factors that contributed
to the success. Perhaps you
observed a poorly managed
interaction? Immediately sug-
gest some helpful ideas for
improved ways to manage a
similar situation in the future.
And even better, do it in per-
son, instead of by email.

2) Don’t hide behind technolo-
gy to communicate with
staff. The irony of today’s
workplace is that, even as
there are more ways than
ever to communicate, there
are fewer meaningful conver-
sations taking place.
Technology has replaced
direct discussion, which
results in an even more awk-
ward formal review.

3) Try to avoid formal perfor-
mance reviews in which the
feedback will be unexpect-
ed. Information conveyed
during a review process
should never be a surprise.
Behavior cannot meaningful-
ly be modified through a con-
versation that only takes
place annually. Most people
want to succeed. It is the
manager’s job to make sure
that employees understand
what they need to do to
improve performance on an
ongoing basis.

The bottom line? Performance
reviews are far more effective
tools for improving behavior and
performance when they are inte-
grated into an ongoing culture of
communication. Let the work-
places you’re involved in become
ones where regular feedback trans-
lates into a culture of success. 

Lauren Stiller Rikleen is the author of “Ending
the Gauntlet: Removing Barriers to Women’s
Success in the Law.” She is a senior partner
with Bowditch & Dewey, and executive director
of the Bowditch Institute for Women’s Success.
For more information, visit
www.bowditch.com/success.
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“...properly addressing
an employee’s work per-
formance is...fraught
with discomfort...”

On the Job
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By Patricia Eyres

Email and Internet abuse can
cripple communications, dis-
rupt operations, or embarrass

a business. It also increasingly leads
to lawsuits.

One company faced six claims of
sexual harassment because an
employee downloaded an “adult
bulletin board” to the company’s
computer system and programmed it
to display the offensive material on
employees’ screens when they
accessed their email. Another paid
$2.2 million for racially charged
email messages exchanged at work
by employees.

Many email-related legal chal-
lenges can be controlled or even
eliminated through proactive tech-
niques. The following is a synopsis
of the four critical steps that every
company should take to reduce their
chances of an electronic disaster. 

1. Enact an email policy.
Clearly define what rights the

company reserves and explain that
email communications are not pri-
vate. The specific language of the
policy will vary depend on the com-
pany, industry, and specific needs of
the work environment. 

The policy should be written and
incorporated into employee manuals
or similar materials. Employees,
indicating they have read it and
agree to its term, should then sign it.
Some common highlights include:

• Defining permissable uses of
email — Make it clear that
emails are the property of the
company, and that emails

should be used for business
communications only.

• Defining appropriate and
impermissible content —
Employees must know specifi-
cally what is allowed, and
what is prohibited. Inform
employees that violations will
result in appropriate discipline. 

• Reserving the right to moni-
tor email — Include a
description of how you, as the
employer, will go about moni-
toring email.

2. Encourage employees to use
effective writing techniques to
minimize potential miscommuni-
cations.

For example, ask them to limit
“off the cuff” responses that are
often incomplete or misleading. In
general, stay within the same tone
and format of any business commu-
nication.

Employees should also be aware
of their responsibilities to safeguard
proprietary business records, intel-
lectual property, and other company
assets from inadvertent disclosure.

3. Enforce your email policy con-
sistently.

A policy is of little use if it isn’t
enforced and if employees aren’t
aware of it. Consider using an elec-
tronic disclaimer that is triggered
each time the individual logs onto
the email system or accesses a per-
sonal email message. This also
helps establish that the employee
has no reasonable expectation of
privacy.

4. Educate employees and man-
agers about the email policy.

This last point cannot be overes-
timated. Despite the prevalence of
email abuse and consequences
played out in the media, many
employees still believe their email
is private, and that personal access
to the Internet is untraceable. 

Employers must educate their
employees that this is not the case.
Effective employee education will
alert them that even the use of pass-
words does not indicate a message
is confidential or that the company
will not be able to intercept it.

As email communications con-
tinue to dominate the business
world, it’s more important than ever
for employers to keep tabs on
employee email messages. 

Summary
In today’s electronic age, such

policies are a necessity to keep
employees safe from inappropriate
communications, and they may even
save a company millions in poten-
tial lawsuits.

Patricia Eyres is an experienced attorney with
over 20 years defending businesses in the court-
room. Editor’s notes: This article originally
appeared in the September 2003 EAR. See this
month’s Brown Bagger insert for more informa-
tion on the proper use of email.
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