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Adapting to Change 
How to Get Feedback that Benefits Your EAP 

 

By Matt Hoffman 

 
     Whether it’s an economic slump or skyrocketing sales, you know that things can change in an 

instant. That’s why you need to regularly check the pulse of your clients and find out if they are 

truly happy. If they’re not, then it’s time to make some changes to create the happy, loyal, and 

long-term customers that are the key to your EAP’s success. 

     The best way to evaluate how your EAP is doing is to gather feedback from your customers 

and employees. You can do this in several ways, from asking questions verbally to completing 

surveys. The following are some pointers that will help you get the feedback you need to improve 

your business (and increase your utilization).  

 

Customer Feedback  

     If you had to choose one group, customers are by far the most important source of feedback. 

After all, if it weren’t for them, your business wouldn’t exist. The only way to know if your 

customers are really happy is to listen to what they say. This means actively listening to 

customers and asking for their opinions.   

     One of the simplest ways to gather feedback from customers is to simply ask them, “Is there 

anything else I can help you with?” or “Is there any way in which we are failing to meet your 

needs?” Pay attention to what customers say and record it to analyze later. Another way to gather 

customer feedback is to have them complete a questionnaire with such questions as: “How did we 

meet your expectations?” and “You’re your employees satisfied with the services they received?”  

     While you certainly need to listen to your customers, also read between the lines. Even though 

a customer may say she’s happy, does her tone of voice really reflect that sentiment? Most 

communication is non-verbal, and if you’re talking with someone over the phone, you cannot 

read the expression on the person’s face or his or her body language. But you may be able to pick 

up on subtle reactions they have, like a sigh. 

     Pay attention to the questions a customer asks. You may write it off as a passing comment, but 

maybe it isn’t. Track how many customers ask that same question. If you know that question 

always leads to three more questions, you can manage their expectations (and perhaps prevent 

disappointment) by developing a response that answers the initial question but also answers the 

next three questions in advance. Anticipating your customer’s needs makes them happy and 

shows them that you “know” them. This helps build relationships. 

     Written surveys are also good ways to collect information from customers. They can either be 

done over the phone, Intranet, or by direct mail. Remember to respect your customers’ time by 

keeping the survey quick and easy. Make sure you include at least one question on the survey that 

allows customers the opportunity to give specific feedback (both good and bad).    

 

How to Use Customer Feedback to Your Advantage 

     Now that you have this feedback, what do you do with it? The first step is to evaluate it. 

Develop a database tailored to the information you want to track. Then look at the percentage of 

your top two positive responses. Look at the lowest responses, too, but don’t count neutral 

responses. Research why people are disappointed and find a way to remedy it.  

     Just as it is important to turn unhappy customers around, it is also important to reward people 

who already think you’re good. Keep your loyal people happy. If you follow up with a customer 



about their feedback, they may think, “Hey, those people actually paid attention to me and my 

voice is important. I’m going to keep going back to them.”  

      

Frontline Feedback 

     Don’t ignore information from “front-line” employees. They’re a great resource for providing 

feedback since they are the ones actually soliciting EAP services. They can give you both general 

and specific observations (for instance, they liked the quality of one service but have not been 

happy with the quality of another). Keep them as happy as possible. Listen to any input they 

offer; it makes them feel appreciated.   

     One way to do this is to have a monthly focus group with employees and management in order 

to keep on top of any new issues. Focus groups allow them to vent and voice their opinions about 

the many issues that affect their jobs. Additionally many people feel more empowered to speak as 

a group and feed off of the group dynamic and in some cases may say more than if you asked 

them individually. Also, it is a nice motivational tool to follow up with the same group when you 

have acted on any of their suggestions – it shows you value their insight and makes them feel a 

part of the team. 

     Another way to solicit feedback is by offering an incentive. One effective incentive might be a 

raffle. When employees drop off their anonymous surveys, they get to take a ticket. The ticket 

stubs go into a raffle with the winner receiving a prize. Or, if your survey is not one that needs to 

be anonymous, offer them a company-paid lunch or movie tickets. Obviously this is not 

something you want to do if you think you’ll receive biased results – and you’ll need the 

customer’s approval. But if you’re just looking for information, you’re more likely to get accurate 

responses and better employee cooperation if you offer an incentive. 

     You probably won’t need to twist any arms if you are asking employees to talk about what 

they do and ideas on how to make their jobs better. But if you want to ask about internal policies 

that affect them, such as attendance policies or dress codes, it may be a little harder to receive 

cooperation unless they feel that it’s anonymous and safe. Try an online survey for anonymity. 

This way you’ll avoid biased opinions and be more likely to get honest results. Use the 

information gathered from these surveys to make changes that benefit employees and 

management.  

     Survey employees on policies that affect them directly (the attendance policy, for example), on 

how much they feel the company values them, and on how they feel they fit in with the company. 

You can do this with a survey, or it could be with an anonymous suggestion box. Even if change 

is unlikely – after all, you have to please management, too -- at least you’ll learn what issues 

bother them and you can explain why certain policies are in place. Sometimes people just like to 

know that their voice is heard.     

 

Institute a Feedback Policy Today 
     This isn’t a time for guessing. The only way to know what management and employees want 

and need is to ask them. Decide what information you need and develop a plan for gathering 

feedback. Analyze the data you receive and put it to good use. Only then will you have the inside 

information you need to keep your EAP strong for years to come.  
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