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Anger is a powerful emotion.
It can energize us to right a
wrong, fight a righteous bat-

tle, and address important issues in
relationships. It’s what we do when
angry that determines whether anger
is beneficial or merely a way to cre-
ate tension and conflict. Important
questions for the EA professional
include: How and when is anger a
problem in an individual’s life? How
is anger affecting productivity? How
can anger be expressed in a more
positive way?
If you lose your anger only occa-

sionally, the impact will probably be
only fleeting. Your transgression
will likely be forgiven. But when
anger is expressed inappropriately
over and over, the effect may be
greater and last longer. Outbursts at
work may create so much frustration
that co-workers may avoid working
with you on projects or your super-
visors may feel the need to repri-
mand you. Eventually, your liveli-

hood, or at least your current job,
may be threatened.

How Intense is the Anger and
How Long Does it Last?
Take the example of “Marcy.”

Marcy’s feelings about her son’s
slow progress in the morning did not
blow away easily. She often left the
house so irritated that her drive to
work also stressful, which set the
stage for her first encounter at the
office. Marcy’s secretary dreaded
her frustration and mood. Once trig-
gered, Marcy’s anger was intense
and lasted a long time.
Marcy found it difficult to con-

centrate on work when she was irri-
tated, causing her to fall behind. Her

team’s perfor-
mance was set
back when sever-
al co-workers
decided they
couldn’t work
with her due to
her outbursts.
Similarly,

“Sam’s” with-
drawal from his
fiancée was hard
to turn off. He
seemed unable to

quickly move beyond what had
angered him in the first place.
“Sam” found that his withdrawal
from his co-workers made it hard for
him to keep up with new develop-
ments at work. As others felt distant
from him they were less likely to
open up or invite him to be part of
team meetings.
When you’re angry, make a note

to notice how intense it becomes and
how long it lasts. Chances are others
are noticing.
In addition, research shows that

when stress rises beyond a moder-
ate level, performance rapidly
deteriorates. Unresolved anger is
like a silent brake, taking a toll
that the individual may not even
be aware of. 

Is Anger a Problem for You?
When you think of “anger,” do

you associate it with loud, intense
talk or an outward act of aggression?
Many people do. Perhaps that’s why
so many people are uncomfortable
admitting to it. By better under-
standing anger, it will become easier
to determine how it is affecting an

August 2004 Visit EA Report’s website at www.impact-publications.com EA Report   1

EMPLOYEE 
ASSISTANCE REPORT

s u p p o r t i n g  E A P  p r o f e s s i o n a l s

Volume 7, No. 8
August 2004

Staying Cool Under Fire

continued on Page 2

u Conflict Guidelines

u Meeting and Greeting

u Motivate Teams

u Who Was Missing Today?

INSERTS

u Brown Bagger: How To
Express Anger Constructively 

u Poster: Anger

FEATURED INS IDE

Some Tips For Successful Outcomes
1. Agree to disagree without being disagreeable.
2. State your thoughts, feelings, etc. in the “I” 
form. “I think,” “I feel...”etc.

3. State it positively. “I appreciate when you
clean up the work station...”

4. Listen without comment, defense or argument.
5. Discuss current details.
6. Be ready to be wrong — or equally guilty.
7. Try to understand the other person’s point
of view.

8. Take a break, if necessary.

“Encourage your client’s
employees to pay close attention
to their anger over a several
week period. Teach positive

methods, Remember that practice
makes perfect. Give it time.”



them deal with the anger problems
of employees.
1. Understanding and recogniz-
ing anger— The individual
needs to learn whether anger
is a problem for either his or
herself or for co-workers
he/she interacts with. Then,
it’s necessary to learn more
about the specific anger so it
can be recognized before it
erupts full steam.

2. Identify and prepare for anger
triggers— When other people
object, or the situation you’re
in doesn’t fulfill expectations,
anger may trigger an emotion-
al reaction. These expectations
are derived from individual
experiences in getting or fail-
ing to get needs met. Teaching
people to become more aware
of their anger triggers allows
them to better predict and pre-
pare for events that are likely
to evoke anger.

3. Pinpointing anger early on
and dampening arousal—
Once aware of “triggers,” it’s
important to keep track of
body sensations that occur as
anger escalates so that tension
can be “dampened” before it
reaches levels where rational
thinking is difficult.
Dampening also helps manage
daily stress.

4. Identifying and changing
thoughts that fuel anger—
This involves changing think-
ing patterns that fuel anger.
This often includes developing
new self-talk and images in
one’s mind to view the situa-
tion objectively and to craft a
plan as to how to react.

5. Staying cool under fire—
This involves assertive prob-
lem solving so conflict can be
defused and solutions to dif-
ferences worked out in a posi-
tive, non-threatening fashion. 

6. Sustaining new behavior and
coping with roadblocks—
Getting new behavior started
is easier than sustaining it.
Strategies need to be rein-
forced so they work when the
going gets tough. When road-
blocks or setbacks occur, it’s
important to reassess and
adjust your efforts.

Expressing Anger More Positively
Let’s take a closer look at one of

these steps — assertive problem
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individual.
No one said it’s easy to control

anger, but the truth is there are
warning signs. The following are
some different “faces of anger”
and characteristics to be on the
lookout for:
3 Passive-Aggression— This
individual withholds praise,
attention or affection. He/she
may “forget” or fail to follow
through on commitments.
This person tends to withhold
intimacy while upset and may
engage in actions known to
upset the other person.

3 Sarcasm— This person
makes “humorous” or deroga-
tory remarks about others.
Embarrassing personal infor-
mation may be revealed. The
person may use a tone of
voice and manner that con-
veys disgust or disapproval.

3 Cold Anger— This individual
tends to withdraw from the
other person for long periods
of time. He or she will avoid
discussion and refuse to
reveal what’s wrong.

3 Hostility— This person is
impatient, has a raised voice
and visibly shows signs of
being stressed out. He/she
will demonstrate obvious frus-
tration and annoyance with
others who fail to meet expec-
tations or who don’t move
fast enough.

3 Aggression— An aggressive
person will raise his/her
voice, curse, and blame and
use name calling. Anger may
become physical, including
pushing, blocking or hitting.

Anger Management
There are six steps of anger

management to provide the EA
professional with an overview; a
“map” of the process that will help
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Voice— What you say can
invite calm discussion — or it can
prevent it. How you say something
is important. 1) Avoid interrupting
— The focus needs to be on under-
standing the other person. 2) If
there’s confusion, ask for clarifica-
tion of feelings or the other person’s
position. 3) Paraphrase the other
person’s feelings, thoughts, and
needs at appropriate times and
always before you state your own
position.

Tone and loudness— 1) Keep
your voice even, showing interest.
2) Don’t raise your voice even if the
other person does.

Body language— Remember,
body language is a major communi-
cator. 1) Look at the other person
and demonstrate interest. Avoid
facial negatives like eye rolling or
frowning. 2) Position yourself to
fully face the other individual, sit
comfortably (if sitting), and lean
forward a bit to show involvement.
3) Use smooth movements and ges-
tures. Sit in a “receptive” position
with arms uncrossed. 4) Avoid non-
verbal negatives like shaking your
head “no” as the other person talks.
5) Nod affirmation that you are lis-
tening or agree when appropriate.

Changing the thoughts and
expectations that fuel anger is cer-

Staying Cool continued from Page 2

By Joan Murray

Here are some practical suggestions that have worked in the
past, when I have been asked to facilitate:

1. One person versus the team: This is usually a situation in
which one person “loses control” when stressed. Over time,
co-workers avoid giving
feedback, fearing an continued on Page 4

solving. Drs. Robert Alberti and
Michael Emmons describe
“assertiveness” as a clear, bold, and
information-rich statement of your
position to another person in a way
that is not threatening or aggressive.
“Problem solving” has been
described by many researchers as a
way of finding the best solution to a
problem. It includes:
3 Defining the problem in
behavioral language so that
another person can under-
stand it.

3 Mutually brainstorming many
possible solutions.

3 After thoughtful discussion of
costs and benefits, select the
solution that both parties
agree is best.

Assertive problem solving com-
bines assertiveness and/or problem
solving to ensure that two people
not only talk through a problem
calmly but also craft a solution that
satisfies the needs of both. Don’t
accuse and criticize. Listen to each
other without interrupting to share
ideas and feelings about the issue in
dispute. Use a calm tone to restate
ideas and offer new ones. As a solu-
tion is problem-solved, each will
feel respected by the other. Here are
some ideas:

Choosing Your Words Wisely
1. Be honest. Start with “I feel...”
2. Be aware that you might be misunder-
stood. Ask questions.

3. Be open.
4. Be creative. Humor helps.
5. Be specific. The recipient may not
understand.

6. Be sensitive to the recipient’s reactions.
7. Be expressive when you listen. Use
verbal and non-verbal feedback.

8. Be patient. Interruptions can be
irritating.

9. Offer reassurances that you are
interested.

tainly no easy task. Ways of
expressing anger didn’t spring up
overnight, and strategies to deal
with these feelings won’t happen
easily, either.
These ideas, however, can help

the EA professional get started.
Encourage your client’s employees
to pay close attention to their anger
over a several week period. Ask
them to write down episodes while
the events are fresh in their mind.
Ask employees to fill out self-
assessments and enlist assistance to
demonstrate “real life” role-playing
situations. Teach positive methods
like the ones depicted in this article.
Finally, remember that practice
makes perfect. Give it time, and
new thinking can gradually replace
the old. n 

Source: Adapted with permission from
“Taking Charge of Anger: How to
Resolve Conflict, Sustain Relationships,
and Express Yourself without Losing
Control,” by W. Robert Nay, PhD,
©2004 The Guilford Press, $16.95,
Softcover, 246 pages. This article is pre-
sented as a guide only. For more infor-
mation on “Taking Charge of Anger,”
contact Guilford Press,
www.guilford.com W. Robert Nay is a
licensed clinical psychologist. He offers
seminars on anger and aggression
nationally to mental health professionals
for the American Healthcare Institute,
universities, and other agencies.

Conflict Guidelines
in the Workplace

Work It Out



angry reaction. The best
results occur when the man-
ager gets involved. The man-
ager provides the missing
feedback, lets the person
know that he/she is having a
negative impact on the team
and patient care, and outlines
a performance improvement
plan. The plan includes semi-
nars and visits for personal-
ized education and coaching.
Follow-up with the manager
is key, as are encouraging
people to come back for addi-
tional coaching if needed.

2. Two individuals who can’t
get along:
Misunderstandings happen,
negative assumptions are
formed, and both people
conclude that the other per-
son is “not a team player.”
They spend time talking to

other co-workers about how
difficult it is to work with
him/her, avoid each other,
and the conflict creates a
negative environment for
everyone. In these cases, the
best outcomes happen when
a manager or leader invites
an EA professional to facili-
tate and let the two people
know that their current
working relationship is not
acceptable. Use a structured
process that helps both peo-
ple feel heard and under-
stood, and provide coaching
on feedback and listening
skills as needed.  Follow-up
by the manager is essential
for success.

3. A team is fractured:
Individuals can’t get along,
the manager either makes
mistakes in handling the sit-
uation or feels overwhelmed,
and team productivity and
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Conflict Guidelines continued from Page 3

Web Watch at Work Control Anger Before it Controls You

www.apa.org/pubinfo/anger.html
APA (American Psychological
Association) Online has helpful info
on areas such as, What is anger?
What is anger management? What are
some strategies to keep anger at bay
— and — How do you know if you
need counseling?

www.creativetrainingsolutions.com/co
nflict-resolution.html
Conflict resolution is one of the most
requested training topics around.
Why? Because conflicts are very
costly, affecting productivity, moral
and customer relations. Creative
Training Solutions can enhance con-
flict resolution techniques.

www.concept-therapy.org/index.cfm
Go to the Concept-Therapy
Institute to learn a four-step method
for understanding and controlling any
negative emotion. Books, cassettes
and CDs are available.

www.cheetahkayak.com
Cheetah.Kayak offers advice on how
to reduce conflict and improve your
performance. Learn how to resolve
conflict and work more effectively
with other people.

www.acrnet.org
The Association for Conflict
Resolution is a professional organiza-
tion dedicated to enhancing the prac-
tice and public understanding of
conflict resolution.

http://www.colorado.edu/conflict/
The Conflict Resolution
Information Source is a free service,
offering a catalog of over 20,000
Web, print, organizational, and other
conflict resolution-related resources.
Many powerful browsing and search-
ing tools are available to help users
find information, which addresses
specific needs.

http://www.conflictresolution.org/abo
ut/thissite.htm
The Foundation for Prevention and
Early Resolution of Conflicts
(PERC) is dedicated to the promotion
of conflict resolution by agreement
through the voluntary techniques of
conflict resolution: negotiation, medi-
ation and arbitration. It also offers
without charge an online primer on
conflict resolution based on Theodore
Kheel’s book, “The Keys to Conflict
Resolution.”

www.dynamicfoundations.com
Help clients build organizations that
thrive, not fight. Dynamic
Foundations LLC offers coaching,
surveys, insights and practical solu-
tions.

morale hits an all-time low.
When asked to facilitate
these situations, it is usually
only after higher levels in
the organization and/or
Human Resources have been
involved. Record what the
team sees are the positives
and negatives of the current
situation. Then, outline a
“desired state” for their
team, listing positive behav-
iors and the resulting posi-
tive environment. The final
step is for the team to create
some team guidelines that
will bring about an improved
situation. Instruction on how
to listen or give feedback
may be necessary. Follow-up
is a shared responsibility
among the team, the team
leader, and the manager for
that unit or department. n

Joan Murray is an MBA and
Development Specialist at Concord
Hospital in Concord N.H.
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MARKETING MATTERS

By Lydia Ramsey
A day in the life of every businessperson is made

up of a series of meetings and greetings. Whether you
are making the initial contact with a client or a col-
league, you want to get off on the right foot. Doing so
will make the first encounter and subsequent ones go
smoothly and easily, but getting off on the wrong foot
can make for a difficult recovery. Use these simple
strategies for a successful start
1. Stand up when you meet someone. This allows
you to engage the person on an equal level —
eye to eye. By remaining seated, you send a
message that you don’t think the other person is
important enough to warrant the effort it takes
to stand. If you find yourself in a position where
you can’t stand up, offer an apology and an
explanation.  

2. Smile. Your facial expression says more than
your words. Look as if you are pleased to meet
the other person regardless of what is on your
mind. Put a smile on your face for the person
standing before you.

3. Make eye contact. Looking at the people you
meet says you are focused and interested. You
appear disinterested if you are staring off some-
where else.

4. Introduce yourself immediately. As soon as you
approach people you don’t know or are
approached by them, say who you are. Don’t
stand around as if someone else is in charge of
introductions.

5. Include a statement about who you are when
necessary. It is not always enough to say,
“Hello, I’m Mary Jones.”  Give more informa-
tion. “Hello, I’m Mary Jones.  I work for XYZ
Corporation.”

6. Offer a firm handshake. Extend your hand as
you give your greeting. The person who puts a
hand out first comes across as confident and at
ease. Make sure that this physical part of your
greeting is professional — no bone-crushing
grips or wimpy limp-wristed shakes. If you are
confused about men and women shaking hands,
don’t be. There was a time when women didn’t

shake hands with men. We are past that.
Everyone in business shakes hands with every-
one else.

7. Learn how to make smooth introductions. In
business always introduce less important people
to more important people. The way to do this is
to say the name of the more important person
first, followed by the words “I’d like to intro-
duce...” and then give the other person’s name.
Be sure to add something about each person so
they will know why they are being introduced
and will have some information with which to
start a conversation.

8. Know who the more important person is. The
client or the business prospect is more impor-
tant than your boss. Just hope your boss agrees.

9. Pay attention to names. It is all too common to
be thinking about what you are going to say
next and not focus on the other person. If you
concentrate and repeat the name as soon as you
hear it, you stand a better chance of remember-
ing it later.

10. Use first names only after they give you per-
mission. Not everyone wants to be addressed
informally on the initial encounter. It is better to
err on the side of formality than to offend the
other person right off the bat.

Your immediate goal is to make them feel comfort-
able and to put them ease so they will want to do
business with you. When you are confident of the
rules for these critical initial encounters, you will
have a solid start for long-term profitable relation-
ships.

Lydia Ramsey is a business etiquette expert with over 30
years of experience helping companies and individuals
achieve success by adopting professional manners. She is
also the author of the acclaimed business etiquette book
“Manners that Sell- Adding the Polish that Builds Profits.”
Lydia is a speaker and trainer who helps others with:
building relationships, body language, table manners,
email etiquette, voicemail protocol, and more. Her articles
have appeared in the “Wall Street Journal”, “Selling
Power,” “Cosmopolitan” and “ Woman’s Day”. For more
information please visit: www.mannersthatsell.com.

Meeting and Greeting — 

Strategies to Get Off to a Good Start
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Throughout time, teams have
been a natural unit for
human endeavor.

Prehistoric hunter-gatherers
developed teams to hunt large
animals and ward off danger.
With the advent of the
Industrial Revolution, the con-
cept of teams went out of
fashion. It is only in the last
20 years that modern organi-
zations have begun to once
again appreciate the benefits
of team building.
The latest addition to the

popular “Positive Business”
series, Motivate Teams, Maximize
Success presents a core repertoire
of skills, techniques, and exercises
for building better teams. With the
right management, team organiza-
tion is a highly effective and
dynamic means of business struc-
ture, bringing with it productivity,
flexibility, creativity, innovation,
efficiency, and quality. For the
employee, working in teams fos-
ters a sense of belonging and of
being valued. Studies show that
workers who feel they don’t
belong are less committed to their
work, less motivated to achieve,
and less loyal to their company.
Author and management con-

sultant Michael West has studied
thousands of teams in diverse
organizational settings around the
world, including aluminum smelt-
ing teams in Norway, nursing
teams in Australia, and postal
worker teams in the Netherlands.
What he consistently observed
was how effective team working
can be in delivering complex
products and services, and yet
how little most organizations have

done to develop it. Motivate
Teams, Maximize Success can help

managers tap
into that
enormous
potential.
Established
teams will
benefit from
strategies for
problem
solving, deci-
sion making
and managing
teams in
trouble.

The
author also includes tips on creat-
ing a personal leadership style and
coaching with finesse to help
ensure healthy relationships with-
in the team and company. n

“Motivate Teams, Maximize Success”
(ISBN 0-8118-3695-9) by Michael
West, costs $16.95. It runs 160 pages
and is available from Chronicle
Books, 800-722-6657; 
www.chroniclebooks.com.

Employee Assistance Report (EAR)
recognizes that utilization is crucial to
EAP success. For that reason, we insert
Payroll Stuffers and Posters in alternate
months of EAR as a way to enhance and
personalize awareness of your EAP.

Now, we’ve taken our popular Payroll
Stuffer and Poster inserts a step further.
Reach your clients and employees with
eye-catching COLOR Payroll Stuffers
and Posters. 

Full color Payroll
Stuffers come in sets
of three. All full-color
Payroll Stuffers come
pre-cut at no 
additional charge. 

Posters come in two
sizes: 8-1/2 by 11 or
11-x-17!

We can imprint your
program name and
phone number on
your Payroll Stuffer
or Poster, and we
even offer FREE
imprinting on Poster
or Payroll Stuffer
orders of 200 sets

or more!

Quick, and easy-to-use information on
pricing, payment and mailing is presented
on the back of each Poster and Payroll
Stuffer — or we’ll fill you in on the
details over the phone or by fax or email.

Let us enhance and personalize awareness
of your EAP with eye-catching Posters
and Payroll Stuffers! Call 715-258-2448,
fax 715-258-9048 or email
danw@impact-publications.com. Mention
the codes EAR7700 for the Posters and
EAR3700 for the Payroll Stuffers.

Pro-Tool Motivate Teams,
Maximize Success

BOOK REVIEW

“Lambert Award
Winners”

8Check out the
What’s New 

section on our website:
impact-publications.com

• Adapting to Change
• Firing Fido
• Employee Retention

UPCOMING EAR FEATURES...
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EAR Conferences
• NACBHD’s 9th Annual Conference:
"Developing New Leaders for the Future" 

Dates: July 15-17, 2004
Place: Phoenix, AZ
Contact: National Association of County

Behavioral Health Directors,
202-661-8816; www.nacbhd.org

• Disability Management Employer Coalition
(DMEC) 2004 Conference

Dates: July 18-21, 2004
Place: San Francisco, CA
Contact:  DMEC, www.dmec.org

• CASAT Summer Institute for Addiction and
Prevention Studies 

Dates: August 2-6, 2004
Place: Las Vegas, NV
Contact: Center for the Application of Substance

Abuse Technologies, www.casat.org 

• SAP Qualification Training
Dates: August 5-6 2004
Place: Portland, OR
Contact: Blair Consulting Group, 979-693-7268;

www.blairconsultants.com 

• Revolutions in Care: Founding a New Freedom
Trail on Resources, Resilience and Recovery

Dates: August 9-11, 2004
Place: Boston, MA
Contact:  703-934-0160; www.aabh.org

• Chicago Training Event: New Business
Development

Dates: September 20, 2004
Place: Chicago, IL
Contact: Blair Consulting Group, 979-693-7268;

www.blairconsultants.com

• Chicago Training Event: Account
Retention, Business Coaching

Dates: September 21, 2004
Place: Chicago, IL
Contact: Blair Consulting Group, 979-693-7268;

www.blairconsultants.com

• Chicago Training Event: SAP Training,
Building Work/Life Capacity

Dates: September 22-23, 2004
Place: Chicago, IL
Contact: Blair Consulting Group, 979-693-7268;

www.blairconsultants.com

• SAP Qualification Training 
Dates: September 22-23, 2004
Place: Chicago, IL
Contact: Blair Consulting Group, 979-693-7268;

www.blairconsultants.com

• 25th Annual EAP Conference & Training
Institute 

Dates: September 15-16, 2004
Place: Dublin, Ireland
Contact:  353 + 51  855733;

eapinstitute@eircom.net  

• The Change Summit at Tahoe
Dates: October 6-8, 2004
Place: Carson City, NV
Contact: Telephone: 888-889-8866;

www.changecompanies.net

E-mail or fax upcoming events to 
Employee Assistance Report 

715-258-2448 • E-mail: info@
impact-publications.com

Employee Assistance Report is published monthly. For subscription information contact: Employee Assistance Report, E3430 Mountain View Ln., P.O. Box 322,Waupaca, WI 54981. This
publication is designed to provide accurate and authoritative information in regard to the subject matter covered. It is sold with the understanding that the publisher is not engaged in render-
ing legal, accounting, or other professional services. If legal advice or other expert assistance is required, the services of a competent professional should be sought. (From a Declaration of
Principles jointly adopted by a committee of the American Bar Association and a Committee of Publishers.) Employee Assistance Report does not necessarily endorse any products or ser-
vices mentioned. 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.

Subscribe to EA Report Now!
YES! Please start _____ or renew _____ my subscription to Employee
Assistance Report. If I’m not completely satisfied, I can cancel and receive a
refund for the remaining portion of the subscription.

All payments must be made in U.S. funds or
by check drawn on a U.S. bank.

Method of Payment:
o Organization’s check
o Personal check
o Purchase order
o Bill me
o Charge my: oMC  o Visa oAm. Express

Card #:                         
Expiration Date:                  
Signature:                      

Credit card orders may call 715-258-2448.
Mail to: EA Report, PO Box 322,

Waupaca, WI 54981

o 3 years (36 issues) ...................$482.00
o 2 years (24 issues) ...................$340.00
o 1 year (12 issues).....................$189.00

___ Extra copies per month at $2 each, $24 per
year (e.g., 5 extra copies per month for 1 yr. =
$120 per year). Add to above rates.
Foreign orders please add $10 per year.

Name:.............................................................
Title:................................................................
Organization:..................................................
Address: .........................................................
City: ................................................................
State or Province:...........................................
Zip Code: .......................................................
Daytime Phone: .............................................

Check out the complete listing of conferences on our website: www.impact-publications.com

Resources
& The Naked Employee: How
Technology is Compromising
Workplace Privacy, by Frederick S.
Lane III, American Management
Association, $24.95, 304 pages.
Today’s technology can be a boon in
many ways and to many people, but at
what cost?

& Ready to Lead? by Alan Price,
$22.95, 148 pages, Jossey-Bass, ISBN:
0-7879-6951-6; 800-956-7739;
www.josseybass.com If you are at a
crossroads in your career or are mentor-
ing someone who is, Ready to Lead?
will help you step out of your role as
manager and take the next step to
becoming a dynamic leader.

& How To Avoid The Mommy Trap:
A Roadmap for Sharing Parenting and
Making It Work, by Julie Shields,
$26.95, 238 pages, Capital Books,
www.capital-books.com Since no one
has died saying, “I wish I’d spent more
time at the office,” men and women
alike should embrace this book.

& Crisis at Santa’s Workshop: Using
Facilitation to Get More Done in Less
Time, by Richard Weaver and John
Farrell, $17.95, 169 pages, Berrett-
Koehler Publishers, www.bkconnec-
tion.com;  www.facilitationsource.com.
The scenario used in this book, while
mythical, is helpful in getting people to
work together effectively, which is con-
sidered the single best way to strength-
en any organization.

& Hardwiring Excellence: Purpose,
Worthwhile Work, Making a
Difference, $28, Fire Starter
Publishing, ISBN: 0-9749986-0-5;
866-354-3473; www.studergroup.com.
Are you overwhelmed with policy and
procedure manuals and endless meet-
ings, or are you conceiving great ideas
that get implemented, sparking the
enthusiasm of everyone around you,
igniting and stoking the spirit (and prof-
its) of your organization to blazing new
heights? The author uses principles he
calls “sparks” to help you on your jour-
ney, regardless of your industry.
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Employee absence is a serious
problem. It’s serious for
employers, as unscheduled

absence inflicts significant direct and
indirect costs. It’s also serious for
employees, as it is one means by
which people deal with the increased
stress of today’s workplace, with its
continually increasing productivity
demands. With an improved job mar-
ket, employee absence could easily
translate into an exodus from unsat-
isfactory jobs. Employee absence is
a “canary in the coal mine” of work-
place problems that should be
addressed sooner rather than later.
According to a survey by the

Disability Management Employers
Coalition (DMEC) trade association,
HR and operations managers are
aware incidental absence is a serious
problem. But they also feel they are
unequipped to address it.  It’s a gap
that could have significant economic
ramifications in the months ahead.
Incidental absence — unsched-

uled, illness related employee
absences of one to five days —
accounts for 30%-50% of all lost
workdays. According to a survey by
the Disability Management
Employer Coalition (DMEC), corpo-
rate managers know incidental
absence is a growing problem, but
lack the resources to effectively
address it. Gallup estimates inciden-
tal absence costs American employ-
ers $300 billion a year in lost output
and related costs.
“This is the first survey of its

kind to determine both the aware-
ness and ability of corporate man-
agers to address the growing
incidental absence problem,” said
Sharon Kaleta, DMEC’s CEO. “The
results shine a light on significant
costs managers are often ill-
equipped to reduce.”

Awareness of Problem
According to DMEC and

Nucleus Solutions, which orga-
nized and analyzed the scientific
survey, there is growing awareness
of the growth of incidental absence
in the workplace:
• 30% believe incidental absence
is increasing; 4% believe it is
decreasing;

• 90% believe incidental absence
is a manageable problem; and

• 60% indicate upper manage-
ment recognizes incidental
absence is a significant drag on
productivity.

Lack of Resources
Along with the growth in

awareness of incidental absence as
a significant cost center is recogni-
tion that managers often lack the
tools to address it: 
• 13.5% indicate incidental
absence ranks in the top 30%
of HR priority

• 25% are increasing their bud-
get to control incidental
absence; and

• of 30 potential solutions to
reduce incidental absence,
only 16% of the solutions
were used by more than 80%
of respondents.

“Incidental absence is a power-
ful way to measure the degree of
employee commitment to a compa-
ny and its goals,” said Sharon
Kaleta, DMEC’s CEO. “Now that
the labor market is improving,
many employees may go from tak-
ing a day off to changing jobs.
Reducing incidental absence-which
means establishing a present and
committed workforce is a critical
component to maintain the produc-
tivity gains of the past decade.” 

Employment Trends

Who Was Missing Today?
Employee Absence a Growing Problem

The Disability Management Employer
Coalition (DMEC) is a nonprofit organiza-
tion founded in 1992 to advance the devel-
opment of integrated disability, absence
and productivity management processes in
absence-related employer programs. For
more information, contact the DMEC at
800-789-3632; www.dmec.org.

Emotional Issues,
not Tasks, are Main
Cause of Stress,
Survey Finds

Dealing with the emotional issues
surrounding an elderly relative’s fail-
ing health is the main cause of stress
for caregivers, according to a Tell It
Now(SM) survey of employees by
ComPsych Corporation.
When asked what element of giv-

ing care to an elder was most stressful:  
• 46% said dealing with the emotional
issues of the relative’s failing health;

• 26% said taking care of the relative’s
financial and legal concerns;

• 20% said providing day-to-day assis-
tance (i.e. meals or transportation for
errands or doctor visits); and

• 8% said spending time on the phone
or in person with the relative.  

“These findings show the need for
offering a combination of elder care
support through work-life services
alongside an EAP program,” said Dr.
Richard A. Chaifetz, chairman and
CEO of ComPsych. “This integrated
approach helps resolve the full array
of employee issues related to elder
care, from stress and relationship
problems to care referrals to financial
and legal concerns.”
Responses from employees of

more than 1,000 ComPsych client
companies nationwide were used in
this survey.

For more information, visit
www.compsych.com.


