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Mentoring in the EAP Field: Emulating Excellence
By Karen Hagen and
Lee Mauk
t has been said that the definition of integrity is doing the
right thing even when you
think that no one is watching. In
few relationships is this axiom
more powerful than in that of
mentoring.
When most people think of
mentoring, they think of a relationship in which an older, more experienced professional takes another
person “under his/her wing.” “Let
me show you the ropes,” they
might say, in a slightly condescending manner.
In some cases, this kind of relationship might work just fine, but
Karen Hagen would argue that the
most influential mentors are people who never offered to take you
under their wing or show you the
ropes. These are the powerful,
silent leaders like employee-assistance consultant Lee Mauk, who is
just now, decades after first meeting Karen, beginning to realize
what a powerful example he set.
“I was never aware I was mentoring,” says Mauk. “Now, she
tells me I’d been holding up standards, but I didn’t realize she’d
been watching.”
“Lee is the most unassuming
human being in the world,”
explains Hagen, now the owner of
two firms in the EAP field. “Yet
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“...the most powerful
mentoring relationships
are informal...mentoring
more with their actions
than with their words.”
he projects a sense of self everywhere he goes.”
‘Invisible’ Mentoring
But how, you might ask, can a
person be a mentor without knowing that they’re mentoring? The
answer to that question, according
to Hagen, is actually quite simple.
She believes that the most powerful mentoring relationships are
informal, involving one person
who is self-aware enough to recognize their strengths and weaknesses, and another who strives for
professional excellence, mentoring
more with their actions than with
their words.
“Too often people seek mentees
so they can have someone tell
them how wonderful they are,”
Hagen says. “Those relationships
often fall flat because the mentee
ends up overlooking the subtle,
daily informal impact that we have
on each other.”
Hagen believes that aspiring
professionals should find examples
of excellence and emulate them. A

good supervisor, for example, may
be a better mentor than the person
who volunteers to “take you under
his wing.”
How it all Started
Which brings us back to
Mauk’s unofficial mentoring of
Hagen. “He has always been there
for me — a mentor, a lifeline,”
Hagen says. “At a team-building
retreat a while back, his name
came up time after time regarding
lessons I’ve learned.” The lesson
that has guided her decisions more
than any other is this — refusing
to compromise when it comes to
quality.
continued on Page 2
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Mentoring

continued from Page 1

“Thanks to my relationship with
Lee, I know it’s OK to say ‘no’
and not give someone my seal of
approval if I don’t think they’ve
met my standards,” Hagen states.
When Hagen left her position as
CEO of a large employee assistance program in Minneapolis to
start her own employee assistance
company, Hagen looked to Mauk
for daily guidance.
“Intuitively, I knew where to go
for guidance when businesses
came to me, begging for help,”
Hagen says. “I knew Lee would
make sure I stayed the course and
kept my eyes on the horizon, not
getting hung up on the daily challenges.”
That lesson became even more
important when Hagen invested $2
million to buy another employee
assistance business.
Pay it Forward
And all of this guidance from a
relationship that Mauk only
recently defined as mentoring.
But the truth is, Mauk will never
fully understand the complete

influence of his relationship with
Hagen because his knowledge,
experience, and professionalism is
continuing to affect Hagen’s
mentees and they, in turn, are
influencing others. Fans of the
movie Pay it Forward will no
doubt quickly recognize the type
of principle we’re talking about.
And that’s just as it should be if
you ask Hagen, now herself an
unofficial mentor to many.
“There is an inner joy when you
implement something you’ve
learned from someone you look up
to and respect,” she says. “It’s like
the best tools in your toolbox... the
ones you show off all the time end
up being the ones that people borrow. And you wouldn’t want it any
other way.” 
Karen Hagen is the owner and president
of the Twin Cities-based workplace-behavior consulting firm Excello and employeeassistance program TEAM. Lee Mauk is a
senior consultant with Blair Consulting
Group in Minneapolis. The pair was
recently honored for their exemplary 20year mentoring relationship with the 2007
Upsize Lifeline Award from Upsize
Minnesota Magazine.

Workplace Trends

EMPLOYEE ASSISTANCE REPORT
Editor - Mike Jacquart
Publisher - Jennifer Heisler
Circulation - Scott Kolpien

COPYRIGHT © Impact Publications,
Inc. 2007. Employee Assistance Report
(ISSN 1097-6221) is published monthly
by Impact Publications, Inc., 1439
Churchill Street, Unit 302, Crystal Plaza,
Waupaca, WI 54981, Phone: 715-2582448, Fax: 715-258-9048, e-mail:
mikej@impact-publications.com. POSTMASTER: Send address corrections to
Employee Assistance Report, 1439
Churchill Street, Unit 302, Crystal Plaza,
Waupaca, WI 54981. No part of this
newsletter may be reproduced in any
form or by any means without written
permission from the publisher, except for
the inclusion of brief quotations in a
review which must credit Employee
Assistance Report as the source, and
include the publisher’s phone number,
address, and subscription rate. Yearly
subscription rate is $229.00. Material
accepted for publication is subject to such
revision as is necessary in our discretion to
meet the requirements of the publication.
The information presented in EAR is from
many sources for which there can be no
warranty or responsibility as to accuracy,
originality or completeness. The publication is sold with the understanding that the
publisher is not engaged in rendering product endorsements or providing instructions
as a substitute for appropriate training by
qualified sources. Therefore, EAR and
Impact Publications, Inc. will not assume
responsibility for any actions arising from
any information published in EAR. We
invite constructive criticism and welcome
any report of inferior information so that
corrective action may be taken.

Are We Really That Busy?
t remains to be seen if this is in
fact a work-life and/or workplace trend, but proof of
today’s 24/7 society can be seen in
the creation of a website in which
users “outsource” their chores.
DoMyStuff.com allows someone to “outsource their life” —
meaning that physical tasks like
grocery shopping and cleaning
your garage could become chores
of the past.
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Assistants bid how much they
are willing to pay to do the task,
with the buyer then awarding the
task. The site uses feedback and
escrow to ensure safe transactions.
The basic idea involves people
paying for personal assistants
whenever they need them.
In addtion to mundane household chores, users are posting
funny and obscure tasks such as:
• A man in New York needed

help cleaning his ears.
• A women in Atlanta wanted
someone to teach her to be
“girlie.”
• A man in New York wanted
somone to wait in line for an
iPhone.
• A man in New York needed
help proposing to his girlfriend. 
Source: DoMyStuff.com
(www.domystuff.com).
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Workplace Trends

Editor’s Notebook

Do You Eat
at YOUR Desk?
ith an estimated 75% of
office workers eating
lunch at their desks two
to three times a week (according
to the American Dietetic
Association) — eating at one’s
desk could be classified as a
workplace trend.
But is it a good idea? Probably
not, and there are several reasons
why experts say it isn’t.

W

1. Bad Manners
Are you a sloppy eater? If so,
your colleagues probably notice.
Co-workers should not have to
deal with someone’s poor eating
habits if they don’t want to —
especially in offices where people
are working in close quarters.
2. You Deserve a Break Today
McDonald’s slogans aside,
many workers underestimate the
need to get away from their desks
as a way to relieve stress and tension.
Whether
consciously
or not,
employees
need “mental breaks,”
according
to
FlashPoint,
a human
resource
consulting firm.
In addition, while some people
believe that taking a lunch break
away from one’s desk will lead to
a longer workday, FlashPoint says
the opposite is often true as taking
a true “break” makes most workers more productive because “get-
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ting away” helps recharge one’s
batteries.
3. It’s Cleaner
Still not convinced? Then try
this one on for size — eating at
your desk isn’t sanitary. In fact,
desks often have 400 times more
germs than the average toilet seat!
In addition:
• Nearly half of all computer
mouses test positive for the
virus that causes pneumonia.
• The desktop area where you
rest your hand has more than
10 million bacteria on average.
• An estimated 17% of surveyed offices said they rarely
or never clean out their
office refrigerators.
Summary
Certainly, there are times when
deadlines and other priorities
make working at one’s desk difficult to
avoid. But
even in
those cases,
one can still
look out for
co-workers’
health by
eating
something
that isn’t
sloppy —
or that has a potentially disturbing
pungent odor. In other words, consider bringing a peanut-butterand-jelly sandwich to the office,
as opposed to leftover stir fry or
spaghetti. 
Additional sources: ConAgra Foods,
University of Arizona.

Given today’s
24/7 society, it’s no
wonder that stress
management is
among the most frequently suggested
topics of EAR readers. We’ve covered this topic in this month’s
LifestyleTIPS© insert.
Choice is a key concept in
Donald Wetmore’s LifestyleTIPS©
article. We can choose to leave
our cell phones and other electronic devices on, and lament that
we’re always stressed out. Or, we
can choose to turn them off and
mentally “check out” once in
awhile. I’m not referring to those
times when you’re expecting a
truly important phone call. But
let’s face it, this 24/7 notion doesn’t work for most of us either.
Mr. Spock of Star Trek fame
put it another why. He quizzically
asked Captain Kirk why humans
expend more energy on vacations
instead of less, and thus forfeiting
the opportunity to truly “relax.”
It’s true — relaxation is more than
a physical destination, it’s a state
of mind in which people consciously choose to BE rather than
just DO.
With summer vacations now a
distant memory, finding other
ways to “get away,” whatever that
may involve, are crucial for all of
us — don’t you think?
We look forward to receiving
reader surveys, which are enclosed
in this month’s newsletter.
Recognizing that your time is valuable, each survey respondent will
receive 25 free color Posters — a
$50 value. Until next month. 

Mike Jacquart, Editor
(715- 258-2448
mikej@impact-publications.com.
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On the Job

Diversity Initiatives must be S-M-A-R-T
By Michael Soon Lee
t has become painfully obvious
that the majority of diversity
initiatives fail to achieve their
stated goals and objectives.
The reason for this failure can
be demonstrated by the following
example. A major law firm wanted
a diversity consultant who could
work with powerful attorneys to
attract a greater diversity of staff
into the company, reduce turnover
of minority attorneys, develop and
deliver multicultural sensitivity
trainings, and to help each office
with their own unique diversity
challenges.
The position had no support
staff, was described as “a 16-houra-day job” and had gone unfilled
for over a year. Is it any wonder?
In addition, this “director level”
position reported to the head of
human resources. Any company
serious about diversity has the
director of diversity reporting
directly to the CEO.
Diversity initiatives need to be
“SMART.” That is:

I

S = Specific. For example, exactly
how much do you want to increase
the diversity of your workforce?
Most companies are afraid to set
targets because they’re afraid they
won’t reach them. To accomplish
such a goal would require a total
change in the way prospective
employees are hired and trained.
The standard interview process
screens out people from cultures
who tend not to be as verbal as
white Americans, such as
Hispanics and Asians.
M = Measurable. Most companies
4 EA Report

don’t track or make available
employee retention numbers by
race. The problem with most
diversity initiatives is that management is wishy-washy, basically
feeling they are working — or not
working. Diversity initiatives can
be measured with solid and consistent data from inception to completion. However, you must be
clear on what outcomes you are
trying to measure so you can track
the proper inputs.
A = Achievable. A diversity initiative must be supported from upper
management. Without support
from the top, these resources will
simply be another “nice to have”
rather than a “need to have.”
Remember that a director of diversity is a strategic position — while
implementation is operational.
This means that in order to develop and carry out effective diversity
initiatives you will need at least
two people plus support staff for
both. Knowing this, you can see
why most diversity initiatives are
overly ambitious and under-funded
since they require a major commitment, not just a token effort!
R = Realistic. A diversity initiative
must be an objective that the company is willing and able to
achieve. You can’t expect a 90minute seminar to fix a diversity
challenge that took years to develop. The rule of thumb is that it
takes about half as long to resolve
a problem as it took to develop, if
you have the full support of management. So if an issue has been
festering for six years expect it to
take three years to fix.
Unfortunately, most initiatives are

rarely given this long to work.
T = Timely. There must be a deadline for accomplishment of the
entire initiative, and every step
needed to implement the initiative
along the way must have a specific
deadline. The easiest way to develop a timeline is to plan backwards.
What is the specific outcome you
are trying to achieve and by when?
Next, ask, “What is the step that
must be accomplished just before
that and when must it be done to
reach the outcome by the deadline?” Then, keep going until you
get to the first step and you will
see when you must start the program to reach your goal. Most
companies discover after going
through this exercise that they
must start a diversity initiative
much earlier than originally
thought.
In summary, start small, be specific with diversity initiatives, and
make sure they have the proper
staffing and resources to accomplish goals. 
Michael Soon Lee, MBA, is president of
EthnoConnect™
(www.EthnoConnect.com) a multicultural
consulting company. He is the author of
four books on marketing. He can be
reached at (800) 417-7325.
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Clinical Perspective

Study Reveals Disconnect between
Addiction and Assistance
national survey of more than
1,000 human resources professionals conducted by the
nonprofit Hazelden Foundation
shows that while substance abuse
and addiction are recognized as
among the most serious problems
faced in the workplace, employer
policies and practices are not fully
addressing the problem.
For example, while many companies offer employee assistance programs, the majority do not openly
and proactively deal with employee
substance abuse issues, or refer
employees to treatment programs, as
many face barriers that prevent them
from assisting in treatment.

A

The Importance of Education
The survey revealed a number of
key barriers and personal limitations
that prevent HR professionals from
helping employees seek and receive
addiction treatment.
• More than half (54%) of HR
professionals surveyed believe
that getting employees to
acknowledge or talk about the
issue is their biggest challenge.

• Nearly half (49%) of HR professionals cited at least one of
four personal hurdles to helping
their employees with substance
abuse and addiction issues: lack
of experience in identifying
substance abuse and addiction
(20%); lack of information
regarding treatment options
(16%); personal discomfort in
approaching employees about
the issue (13%); and not having
enough time to deal with substance abuse and addiction
issues (13%).
Furthermore, 85% of HR professionals believe that offering education programs to build
understanding of addressing addiction in the workplace would be an
effective component of a solution to
this problem. They said they’d benefit most from information on how to
identify substance abuse and addiction in the workplace.
Trouble with Testing
The national survey showed that
traditional systems for recognizing
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substance abuse and addiction may
not be working as well as HR professionals were led to believe. For
instance, 85% of HR professionals
report that they believe drug testing
is an effective way to diagnose
workplace substance abuse and
addiction.
However, research from the
National Institute on Drug Abuse
and Addiction shows that 69% of
substance abusers or addicts in 2005
used alcohol, which can go undetected through drug testing alone.
Stigma of Addiction
Moreover, addiction issues may
make new hires less attractive — but
they do not deter commitment to
current employees, according to the
survey.
HR professionals are divided on
whether or not their company would
be less interested in hiring a recovering addict. About 43% agree that
their company would be less likely
to hire a recovering addict, while
47% disagree.
Growing Trend Among Women?
According to the survey, HR professionals see a growing issue for
women with regard to substance
abuse and addiction. More than half
(56%) of HR professionals surveyed
say they believe addiction among
women has increased over the last
five years.
HR professionals believe the
major barriers preventing women
from getting treatment are fear of
losing custody of their children
(75%); reluctance to admit their
addiction (69%); and fear that their
employers (62%) and their families
(58%) will find out. 
Sources: Hazelden Foundation
(www.hazelden.org) and KRC Research.
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Legislative Update

Legislators Mulling Addiction,
Mental Health Parity Bill
he first Congressional hear• Require group health plans
related disorders refers to state and
ing in eight years on a bill to
that currently offer coverage
federal requirements that health
address insurance discriminafor mental health and subplans provide the same level of bention faced by people seeking help
stance use disorders to provide
efits for these disorders as they do
with addiction and mental illness
those benefits in the same
for medical and surgical conditions.
was held earlier this year by the
manner as benefits provided to
Parity laws are a relatively recent
U.S. House of Representatives
all other medical and surgical
development. When health care
Committee on Ways and Means
benefits covered under the
costs began rising sharply in the
Health Subcommittee.
plan.
1970s and 1980s, many healthplans
The Paul Wellstone Mental
• Prohibit group health plans
tightened coverage for mental
Health and Addiction Equity Act of
from imposing discriminatory
health care. By the 1990s, signifi2007 would amend the Mental
annual lifetime dollar limits,
cant disparities had emerged
Health Parity Act of
between med1996 to elmiminate
ical and surgiSubstance abuse and alcohol-related parity provisions
many discriminatory
cal coverage
are identical
provisions that create
and mental
Substance abuse and alcohol-related parity provisions
Alaska
are different
obstacles to accesshealth coverAlcohol-related parity provisions only
ing care for
age, often
No substance abuse or alcohol-related parity
provisions
Americans with menincluding covtal health and addicerage for alcotive disorders. The
hol-related
Maine
1996 Act required
disorders or
Wash.
Vt.
N. Dak.
Minn.
N.H.
Mont.
equality only for
any type of
Mass.
Oreg.
Wisc.
N.Y.
R.I.
annual and lifetime
substance
S. Dak.
Idaho
Mich.
Conn.
Pa.
Wyo.
N.J.
limits for those with
abuse.
Iowa
Ohio
Nebr.
Del.
Ind.
Nev.
Ill.
W. Va
mental illnesses.
(The
Md.
Va
Utah
Colo.
D.C.
Mo.
Kans.
Ky.
Calif.
The proposed bill
accompanying
N.C.
Tenn.
Ark.
S.C.
Okla.
falls in line with pubmap shows a
Ariz.
N. Mex
Ga.
Miss.
lic opinion, in which
state-by-state
Ala.
Texas
La.
many Americans
comparison of
Fla.
believe that too many
alcohol-related
Hawaii
disparities occur in
and other subcurrent health plans.
stance abuse
Source: Alcohol Policy Information System, a project of the National Institute on Alcohol parity proviFor instance, while
Abuse and Alcoholism -- map as of Jan. 1, 2006.
the majority of
sions -- as of
Americans agree that
Jan. 1, 2006.)
mental health is as important as
co-pays and deductibles, or
physical health, only 24% believe
day and visit limits, unless
Blueprint for the States
that physical and mental health are
similar limitations or requireThe problem is more than a
treated equally (National poll by
ments are imposed on other
workforce issue alone. According to
Research! America and SPAN
medical and surgical benefits.
Join Together, a Boston-based orgaUSA).
• Protect over 20 state laws that
nization that works to advance
The proposed legislation requires
provide greater consumer proeffective alcohol and drug policy,
equality across the terms of the
tection.
prevention, and treatment, states
health plan for both mental illnesses
will not be able to significantly
and addictive disorders. In summaMore About Parity
continued on Page 7
ry, the proposed law would:
Parity for treatment of alcohol-
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Addiction

continued from Page 6

reduce the percent of people with
drug and alcohol problems unless
they change the way they currently
address these issues.
For example, state governments
bear the financial burden of the consequences of drugs and alcohol. Of
the money spent on problems related
to drug and alcohol use, less than
4% is spent on prevention and treatment, while 96% pays for the social,
health, and criminal consequences
that result from substance abuse
problems.
Moreover, while substance abuse
disorders are responsible for about

13% of all state expenditures, only
0.5% is allocated for substance use
treatment and prevention.
Consequently, Join Together convened a national policy panel to
investigate the role state governments can play in proving the treatment and prevention of substance
use disorders.
The result was a blueprint that
state governments need to follow to
develop effective alcohol and drug
policies. Visit
www.jointogether.org/blueprint to
download or order a copy of the
report. To find out which policies
your state has adopted and to take
action, visit

www.jointogether.org/keyissues.
For more information, contact
Roberta Leis (617) 437-1500 or
roberta@jointogether.org.
Summary
Studies have shown that the economic benefits of treating people
with addiction outweigh the costs.
As a result, equal treatment of mental illnesses and addiction in health
care is crucial. The proposed legislation is an important step in that
direction. 
Additional sources: Alcohol Policy Information
System, a project of the National Institute on
Alcohol Abuse and Alcoholism; and Faces and
Voices of Recovery (www.facesandvoicesofrecovery.org).

Quick Ideas

Work-Life Balance
must be More than Lip Service
By Ilyse Shapiro
any companies seem to be
offering opportunities for
work/life balance. Casual
Fridays, free dry cleaning pick-up,
and the ability to bring your dog to
the office may be nice, but what is
the employer really trying to say by
offering these “perks”?
Could it be instead that you’ve
run out of clean clothes and you
work so much that you don’t have
time to perform simple errands or
take care of your pet?
Businesses need to consider five
tips before putting together a
work/life balance program:
1. Make sure the firm’s culture
supports work/life initiatives.
It’s great to tell staff that the
organization offers flexibility,
but management must embrace
and encourage the concept.

M

2.

3.

4.

Then, a formal program should
be put in place that is both
flexible and continuous.
Effective work/life balance
programs are non-discriminatory. They must consider ALL
employees as equals, regardless of sex, race, income level,
job title, etc.
Continue career advancement
and training opportunities.
Staff members who work flexible schedules should be
offered the same opportunities
for advancement and training
as those who work traditional,
full-time schedules.
Don’t pit employees against
each other (or against their
supervisors). Many employees
fear that they will face repercussions — co-worker animosity, management scrutiny — if
they take advantage of flex-

5.

time options. Effective supervisors must ensure that staff
does not encounter this type of
negative feedback.
Flexibility is a two-way street.
Effective work/life programs
must work for both the
employees and the employer.
They must be a part of everything a firm says and does —
from the mission statement to
short- and long-term strategic
objectives.

Organizations that do not address
work/life issues wind up losing out.
On the other hand, firms that offer
flexible work arrangements are better able to retain current employees
and attract new ones. 
Ilyse Shapiro is the founder of
www.MyPartTimePRO.com, a job-search website
that connects employers with accomplished and
educated individuals seeking meaningful, flexible
employment opportunities.
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S E R V I C E

Domestic Violence
Remains Huge Concern
1997-2007

omestic violence is an
important workplace issue.
Around 70% of victims
are employed, and the same percentage of victims report that their
abusers harass them at work.
This leads to victims being late
or absent from work, and it wreaks
not only physical and psychological havoc in families, it also drives
up healthcare costs for workers
and their dependents.
As a result, addressing domestic
violence is a good idea for
employers. Failure to do so is costly not only in human terms but
also in bottom-line dollars and
cents. The problem typically calls
for a multi-pronged approach:
• Community education;
• Clinical intervention with
perpetrators and victims;
• Victim advocacy; and
• Legal action.

D

When necessary, an employer
may assist in protecting both the
abused employee and co-workers
by transferring the victim to another worksite unknown to the abuser.
Benefits under the Family and
Medical Leave Act may also be
available. Furthermore, an
employee forced to leave a job to
escape from an abuser may be
entitled to unemployment compensation, COBRA, and other benefits.
One aspect of succeeding at
legal intervention is the development and preservation of evidence.
EA professionals can play a vital
role here. The victim should be

8 EA Report

encouraged to seek medical care
and to be absolutely honest with
the provider about how the
injuries occurred, when, and
where.
The emergency room physician’s record is vital legal evidence. When a victim seeking
care tells a provider (including the
EA professional) what happened,
the provider may be allowed to
testify in court if the abuser denies
the event. As soon as possible
after the injury, the victim should
be assisted in having color photos
taken of the injuries. Photos or
videos are accepted evidence if
the name of the photographer, and
time and date of the photo are
written or recorded on it.
The Hidden Side of Abuse
After three years of researching
the topic of domestic violence for
my doctoral dissertation, I found
that there is much we do not hear
about male victims. For example:
• Although the U.S.
Department of Justice states
that women are twice as likely to be murdered by their
domestic partners than husbands, a national family violence survey shows that men
and women use knives and
guns on each other at the
same rate.
• Male victimization is grossly
underreported. Research suggests that women who are
assaulted are nine times more
likely to report the incident
to police, and five times

more likely to tell a friend or
relative than men who are
assaulted by their wives.
• Of female attacks, only 10%
to 20% of women assault
their male partner for clear
reasons of self-defense.
Any Domestic Violence is Bad
This is not to suggest that
female victimization is not a
major concern. Rather, the point is
that whether dad hits mom, or
mom hits dad, children receive the
wrong message about violence in
the home. They are at greater risk
of becoming perpetrators of
domestic violence themselves,
whether they are a boy or a girl.
The EAP can play an important
role in helping to stop “all”
spousal abuse regardless of the
victim’s gender. We need to ask
male employees the same questions we usually ask female
employees when they say they’re
having marital problems. We need
to ask for the sake of the children,
as well as the victim. 
Sources: This article is condensed from
stories by Sandra Nye, J.D., M.S.W., and
David Fontes, Psy.D., and CEAP, that
originally appeared in the October 1998
and April 1999 EARs. Editor’s notes:
October is Domestic Violence Awareness
Month. For more information on this
topic, contact the National Coalition
Against Domestic Violence
(www.ncadv.org).
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