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The Age of Crisis Demands
New EAP Benefits

By Ann Clark

In the first 20 weeks of 2018, the 
United States experienced 22 
school shootings. Devastating 

tornadoes in the Southeast and two 
major winter storms cost over $1 
billion each and killed at least 34 
people in only the first three months 
of the year. And an often unpubli-
cized and overlooked threat to 
American lives, workplace violence 
affects over 2 million victims each 
year and costs businesses $36  
billion annually. 

The age of crisis is officially 
here. And now businesses have to 
ask the tough question: “Are we 
prepared when disaster strikes?” 
All too often, the answer is: “No, 
not even close.”

According to the Federal 
Emergency Management Agency 
(FEMA), 40% of businesses never 
reopen after a natural disaster, and 
of those that do, only 29% are still 

operating two years later. Even for 
businesses with some semblance 
of disaster recovery planning, 
technology dominates the budget 
and discussion.

In a survey of 1,000 IT profes-
sionals, seven in 10 respondents 
said they had an incomplete disas-
ter recovery (DR) plan, and less 
than half of those surveyed had 
tested the plan. Many organiza-
tions are investing hundreds of 
thousands of dollars in data recov-
ery and security measures to pre-
vent catastrophic loss in times of 
crisis. But is data more important 
than human capital? 

As longtime partners in helping 
businesses recover in the aftermath 
of traumatic events, EAPs are no 
strangers to crisis. For EAPs, serv-
ing to protect the well-being and 
mental health of the people 
impacted has always been top pri-
ority. This new age of crisis calls 
for EAPs to do more, think beyond 
standard CIR efforts, and become 
strategic partners in crisis readiness. 

Five Unique Ways the EAP Can 
Help Businesses Prepare for Crisis

In the event of a natural disas-
ter, terrorist attack, workplace 
shooting, robbery, untimely death 
of an employee, or any critical 
incident, the EAP is known for 

providing prompt and professional 
critical incident response services 
to all affected, most notably 
through coordination and delivery 
of critical incident stress debrief-
ings (CISDs).

Most EAPs wait to be notified 
of a critical incident, and then 
begin critical incident response 
procedures. While this hallmark 
service is invaluable to clients in 
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need, there is an even more impor-
tant step EAPs can take in protect-
ing clients’ businesses and 
employees lives. Instead of wait-
ing, EAPs can be ahead of crisis 
by providing a combination of 
unique pre-planning solutions and 
proactive support.     

v Conduct a Vulnerability Audit
Is there a plan in case of disaster? 

Does the plan address a wide range 
of threats? Preparation for earth-
quakes or wildfires in Southern 
California is critical, but will not be 
useful to management and employ-
ees in the event of a violent shooting 
at work. By offering clients a com-
prehensive vulnerability audit up 
front, the EAP can help in identify-
ing a full scope of risks and address 
any gaps in coverage.

v Build a Crisis Response Team
While it is nearly impossible to 

plan for every potential threat, 
there is one major pre-planning 
solution that works for any situa-
tion: identifying the team that will 
take the lead when disaster strikes, 
and making sure everyone on the 
team knows exactly what to do. 
The EAP should already have a 
strong internal crisis response 
team, but should also identify a 
core group of key stakeholders on 
the brokerage and client side and 
build a cross-functional crisis 
response team. This team can 
address potential threats, identify 
response plans, build communica-
tion strategies, and assure every-
one on the team has a clear 
understanding of roles and action 
steps in times of crisis.

v Modernize Crisis Training 
and Education

Based on the vulnerability audit 
and customized crisis plan, the 
EAP can deliver the training and 
education necessary to assure the 

crisis response team, all employees 
and family members have a clear 
understanding of what to expect in 
the event of a critical situation. 
Training can cover everything 
from “How to Lead in Times of 
Crisis” for management, to “How 
to Talk to Children about 
Traumatic Events” for employees 
and families. Beyond on-site ser-
vices, EAP crisis trainings should 
be accessible 24/7, available in 
brief video format, and easily 
shareable for maximum reach.  

v Implement Proactive Crisis 
Communications

As soon as news broke of 
Hurricane Harvey hitting the shores 
of Texas, ACI Specialty Benefits 
identified and reached out to over 
300 impacted clients to initiate crit-
ical incident response and support 
services as part of ACI’s EAP. One 
client location reported 20 employ-
ees had lost their homes, and ACI 
was proactive in reaching out to 
each employee directly to provide 
clinical support and emergency 
resources specific to their circum-
stances. Instead of waiting to be 
notified of a critical incident, EAPs 
should be able to track global 
events, immediately identify all 
potential locations impacted, and 
proactively reach out to clients to 
initiate crisis response solutions as 
quickly as possible.

v Capture Crisis Data and 
Outcomes

In recent years, the EAP has 
experienced record-breaking 
increases in CIR requests and sup-
port services. As an example, ACI 
Specialty Benefits experienced an 
82% increase in EAP clients’ critical 
incident events, a 199% increase in 
critical incident stress debriefing 
hours, and a 93% increase in crisis 
consultation hours from 2016 to 
2017. EAPs should have strong data 

gathering tools in place to assess cri-
sis trends, report on specific events 
and outcomes, and grow provider 
network or offer new solutions 
based on data-driven analysis.

Responding to Crises
The EAP is built on relationships 

with clients, and those relationships 
are built on trust. Through heart-
breaking national tragedies and 
unimaginable events, EAPs have 
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Editor’s Notebook
an EA trainer/presenter who does 
webinars, but needs help with con-
tent. Contact me anytime.

*****
Don’t forget about our great 

referral giveaway! Tell your 
friends and colleagues about EAR 
and for each new subscriber who 
mentions your name, you’ll 
receive an entry into our giveaway 
for a Netflix card valued at $30, 
and the book, “Believable Hope: 
Five Essential Elements to Beat 
Any Addiction.” 

Just for telling your colleagues 
about the benefits you’re receiv-
ing from reading EAR!

Tell your friends TODAY! 
View complete rules at https://
writeitrightllc.com/wp-content/
uploads/2018/06/EAR_
ReferralGiveawayTerms.pdf.

Mike Jacquart, Editor
(715) 445-4386

mjacquart@writeitrightllc.com

It would be an 
understatement to 
say that if you are 
an EAP involved 
in critical incident 
response (CIR), 

you have had your hands full in 
recent years. Dr. Ann Clark points 
out some of the pitfalls in this 
month’s cover story. “This new 
age of crisis calls for EAPs to do 
more, think beyond standard CIR 
efforts, and become strategic part-
ners in crisis readiness,” Clark 
explains. She goes on to describe 
five unique approaches the EAP 
can use to aid in this effort. They 
are tips sure to help any EAP 
involved in CIR.

*****
EAR is in need of EA profes-

sionals we can partner with to turn 
some of our more well-received 
Brown Baggers into online webi-
nars. We can provide content on 
lots of different topics, while you 
would focus on the “nuts and 
bolts” of helping make these webi-
nars “live.” It’s a real win-win for 

been trusted with taking care of 
employees’ lives—and in many 
cases, saving lives. When disaster 
strikes, up to 15% of survivors 
experience an increase in mental 
health issues. By delivering stron-
ger crisis pre-planning and post-
trauma support, the EAP can reduce 
the potential for mental health 
issues from escalating, and make a 
more meaningful impact in helping 
clients protect their employees, 
families, and livelihood.  

In April 2017, ACI Specialty 
Benefits responded to a shooting 
that occurred at a client location in 
Florida. An assailant who had been 
terminated earlier that day returned 
to the worksite and shot and killed 
two managers working there before 
taking his own life. Due to the 
national publicity of the event, the 
impact was widespread across mul-
tiple client locations nationwide.

The manager knew to call the 
EAP, but had no idea how to deal 
with such a devastating and shock-
ing incident. ACI’s Vice President 
of Client Partnerships, Gilbert 
Manzano, immediately took the 
lead. By asking all the right ques-
tions to assess the situation, work-
ing around crime scene parameters, 
partnering with law enforcement, 
and providing comprehensive 
around-the-clock support—the 
manager tasked with leading her 
workforce through this crisis was 
empowered and reassured.

Multiple providers were avail-
able for on-site, same-day counsel-
ing sessions within 90 minutes of 
the incident, and ACI coordinated 
services around on-site evacua-
tions and an ongoing criminal 
investigation. In total, 11 crisis 
counselors, 30 CISDs, and 154 
hours of service were provided 
over the course of 12 days.

In the weeks following the inci-
dent, the Global Vice President of 
Human Resources shared, “Thank 

you all at ACI so very much, we 
could not have made it through 
this without you all.” 

Summary
As the experts in mental and 

behavioral health, the EAP is 
responsible for leading clients 
through traumatic events and help-
ing clients restore organizational 
stability and strengthen resilience 
as quickly as possible.

With decades of experience in 
helping businesses navigate critical 
incidents, the EAP is uniquely posi-
tioned to expand, enhance and 
evolve services in crisis prepared-
ness, crisis response, and crisis 
resilience. This opportunity requires 
the EAP to grow from provider to 

partner, service coordinator to 
leader, and to not simply have a 
seat at the disaster planning table—
but to drive the discussion. 

Dr. Ann Clark is Founder and CEO of ACI 
Specialty Benefits, a top-ranked employee 
assistance program and provider of best 
place to work benefits for customers 
worldwide. Over the course of 35 years, 
Dr. Clark has revolutionized the benefits 
industry by creating total well-being 
benefits that combine high-touch service 
with high-tech support. ACI is consistently 
featured in a Top Ten ranking of the na-
tion’s largest EAP providers due to her 
leadership and experience. Named “Most 
Admired CEO” by San Diego Business 
Journal and “Woman of the Year” final-
ist for San Diego Magazine, Dr. Clark 
recently founded the International Chair 
Yoga Association (ICYA) with a mission to 
make yoga accessible for all.

Crisis Demands cont’d from Page 2
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Web Watch at Work

Resource Opportunities  
for Busy EAPs

2017 Workplace Outcome Suite 
(WOS) Report

The WOS, an EAPA-endorsed 
tool, demonstrates the effective-
ness of EAPs in quantifiable busi-
ness terms. Over 30 participating 
EAPs agreed to use the WOS in 
2017. The report had a sample size 
of 16,435 completed EAP 
employee cases. Go to http://www.
eapassn.org/Portals/11/Docs/WOS/
WOS_AnnualReportFinal2017.
pdf?ver=2017-09-15-173501-900

Autism Society of America
The Autism Society is the 

nation’s leading grassroots autism 
organization. It strives to increase 
public awareness about the day-to-
day issues about people across the 
spectrum, advocate for appropriate 
services for individuals of every 
age, and provide the latest infor-
mation regarding treatment, educa-
tion, research, and advocacy. Visit 
http://www.autism-society.org/

Cancer and Careers
This nonprofit helps patients, 

survivors, healthcare professionals, 
and employers navigate the practi-
cal and legal issues common after 
a cancer diagnosis. Check out 
www.cancerandcareers.org

Employee Benefit Adviser
Workplace benefit news for 

advisers, brokers, consultants – 
also tools for business growth and 
development. Check out www.
employeebenefitadviser.com

FAQs About Suicide
What are some of the warning 

signs? What can we do if we think 

someone is suicidal? This site 
answers many of the tough ques-
tions. Learn more at https://crisis-
centre.bc.ca/frequently-asked- 
questions-about-suicide/

International Society for Mental 
Health Online

ISMHO is a community that 
explores and promotes mental 
health in the digital age. Members 
meet online to discuss current 
issues and collaborate on projects 
to further its mission. Visit www.
ismho.org

Job Accommodation Network
Available at no cost, JAN web-

casts educate managers, employ-
ees, and others on disability 
etiquette, technologies, manage-
ment techniques, and employment 
provisions of the Americans with 
Disabilities Act (ADA). Learn 
more at https://askjan.org/webcast

National Association of Area 
Agencies on Aging

This organization’s primary 
mission is to build the capacity of 
its members so they can help older 
adults and people with disabilities 
to live with dignity and with 
choices in their homes and com-
munities for as long as possible. 
An eldercare locator is among the 
resources offered. Go to https://
www.n4a.org 

“I Need to Make a Change to My Subscription!”

Hey, we know things change. You move. You land a new job. You decide 
to sail off to Tahiti. Whatever, the change, you’ll want to contact us 
today so that we can update our records accordingly.

Contact us anytime you want to:
• Change the name and email address of the individual receiving EAR.
• Change or add phone number or email.
• Renew, start, or cancel a subscription.
• Check the status of your subscription.
• We appreciate any ideas or suggestions you may have.

Thank you for your time and staying in touch!

715-445-4386 or mjacquart@writeitrightllc.com

EMPLOYEE
ASSISTANCE 
REPORT
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On the Job

Important Harassment Steps Listed

There is no questioning the 
power of the #MeToo 
Movement, which has 

required all brands to look within 
their corporate culture and change 
as necessary to be in front of sex-
ual discrimination issues. 
Courtesy of Inc., the following are 
among important steps when an 
employee reports harassment:

v Respond quickly. After an 
employee submits a complaint, 
someone should meet with him or 
her promptly, and after no more than 
a few days. The meeting should take 
place in private to ensure that the 
complainant feels comfortable shar-
ing all of the facts. Ideally, the meet-
ing will be in person, but a phone 
interview is acceptable.

v Show empathy, not sympathy. 
The employee making the allega-
tion must feel as though he/she is 

being listened to and the matter 
will be taken seriously. However, 
it needs to be explained that the 
investigation is to determine the 
facts and, to do that, additional 
steps in the process must take 
place before any conclusions can 
be reached.

v Ask for details. Questions 
should be asked such as, “Did you 
tell anyone about the incident 
before reporting it? Were there any 

witnesses? Do you have any elec-
tronic or other records related to 
the situation?”

v Point out that resources like 
EAPs are available to help. The 
employee may struggle or feel 
uncomfortable in the work envi-
ronment during the investigation, 
and there may be interim actions 
that can be implemented to allevi-
ate that stress.

v Follow up. While it may not 
be appropriate to tell the involved 
parties everything uncovered dur-
ing an investigation, the person 
who brought forth the issue needs 
to be told if merit was found to the 
allegation. 

(Editor’s note: Sexual harass-
ment will be covered in greater 
detail in a future issue of EAR.)

On the Job

Determining the Benefits of 
Workplace Coaching

Who wouldn’t want a 
coach to help with 
achieving health goals? 

According to the 2017 Sanofi 
Canada health-care survey, health 
coaching is a popular idea: 61 per-
cent of plan members expressed 
interest in coaching around per-
sonal health goals.

But is health coaching a worthy 
investment for employers to include 
as a benefit for their workers?

While coaches can deliver their 
services in a variety of ways, 

Jennifer Elia, assistant vice-presi-
dent of integrated health solutions 
at Sun Life Assurance Co. of 
Canada, says health coaching by 
phone makes sense for large, com-
plex companies where having on-
site visits isn’t always cost- or 
time-effective.

“But for some employers, if . . . 
all employees are co-located under 
one roof, then there’s an opportu-
nity to have on-site health coach-
ing. It’s more cost-effective with a 
mid-size company, and there are 

great organizations that offer these 
services that we can recommend,” 
Elia told Benefits Canada.

The costs of health-coaching 
services vary widely, according 
to Alex Boucher, principal and 
practice leader for total health 
management at Mercer. Boucher 
says that in some cases, health 
coaching comes bundled as part 
of a wellness platform and can 
range from a few dollars per 
month per employee to hourly 
rates involving experts. 
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In the News

EAPA Endorses Opioid Passage

The Employee Assistance 
Professionals Association 
(EAPA), along with other 

associations, recently signed a let-
ter to Congressmen Jason Lewis 
and Matt Cartwright in support of 
of H.R. 5892, establishing an advi-
sory committee on actions work-
places can take to address opioid 
use disorder. Subsequently, H.R. 
5892 passed on the floor of the 
U.S. House of Representatives by 
an overwhelming vote of 357-57.

The United States is in the 
midst of a severe epidemic of opi-
oid use disorder and deaths. 
Workplaces are a key avenue by 

which to communicate about the 
disease of addiction, treatment 
and recovery.  

This epidemic is impacting 
American workplaces. The 
National Safety Council conducted 
a survey with employers across the 
US in 2017. Key findings included:

• More than 70% of employers 
have been impacted by pre-
scription drugs.

• Only 19% feel extremely pre-
pared to deal with prescrip-
tion drug misuse.

• 70% would like to help employ-
ees return to work following 
appropriate treatment. 

Source: EAPA.

In the News

EAPA Conference  
Volunteers Sought

Work Exchange volunteers are essential to 
the success of the annual EAPA 
Conference and Expo. This year, at the 

Hilton Minneapolis in Minnesota, they will assist 
with activities beginning with pre-conference prepa-
rations on Tuesday, Oct. 9 through the last day of the 
conference on Oct. 13.

Volunteers get to meet and interact with employee 
assistance professionals from around the world! In 
return for contributing to the success of the confer-
ence, volunteers receive a complimentary full confer-
ence registration and can attend sessions and events as 
time and responsibilities permit.

Learn more here http://www.eapassn.org/Portals/11/
Docs/Conf_Ed/2018/Volunteer%20Work%20
Exchange%202018.pdf. 

The application form can be completed at https://
form.jotform.com/81265442563962 

Source: EAPA.

In the News

Maritime EAP 
Study Announced

In 2017 the ITF 
Seafarers’ Trust 
awarded a contract to 

Hunterlink Global to con-
duct a feasibility study 
into the establishment of 
an EAP service for the 
worlds’ seafarers. The 
study surveyed ship own-
ers, maritime unions, and 
global EAP providers.

A literature review of relevant published materials 
was also conducted. The study found that establishing 
an EAP for the world’s seafarers is feasible. 
Additionally, it was determined that developing such a 
service would have many benefits for the shipping 
industry. Read more here http://www.eapassn.org/
Portals/11/Docs/EAP%20Newsbrief/Maritime%20
EAP%20Report%202018.pdf. 
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On the Job

Routine Feedback is  
No Longer Optional – Part II

By Kate Zabriske

As explained last month, 
the practice of once-a-
year feedback is fast 

becoming an anachronism and as 
out of place in the modern office 
as the fashions people once wore 
when holding those annual 
reviews. In today’s workplace, 
dialog needs to be continual and 
ongoing. In the conclusion of a 
two-part article, we will examine 
how to go about establishing and 
maintaining a dialog.

Take an interest. Very little 
builds engagement as well as a 
manager who seems to genuinely 
care for people, promotes their 
success, and has the ability to 
develop them. This is not an 
annual affair. Rather, you’ve got to 
have a range of formal and infor-
mal conversations throughout the 
year. To get started, ask questions, 
and pay attention to the answers.

• “What are you working on 
that’s exciting to you?”

• “What aspects of your job do 
you enjoy the most?”

• “If you could eliminate parts 
of your work, what would you 
stop doing?”

• “What used to be interesting 
to you that’s now become 
mundane or boring?”

• “If you could try something 
professionally with limited 
chance of failure, what risks 
would you take?”

• “Tell me a little about what 
first attracted you to this 
organization. Has anything 
changed about how you feel 
about your work here?”

• “How do you feel about our 
interactions? Do I give your 
development the right amount 
of attention, and do you receive 
the right amount of feedback?”

There is no limit to the ques-
tions you could ask. The key is 
showing a sincere interest in the 
answers, withholding judgement 
about what you’re told, and taking 
action when you can. 

Be observant. As a manager, 
your job is to focus on the work 
that gets done and how it gets 
done. When you pay attention and 
are specific with your feedback, 
you show you’ve spent time to 
notice what’s working and where 
opportunities exist. In other words, 
it’s important to communicate to 
people they matter to you.

• “Tim, I thought the graphics 
you used on those PowerPoint 
slides were very strong. You 
chose the unexpected, stayed 
away from heavy text, and did 
something a little different than 
what we are used to seeing. I 
think your approach answered 
the challenge Roger gave us to 
think outside the box.”

• “Gina, I’d like to talk with you 
about the report submitted this 
morning. Specifically, I want to 

discuss the proofreading pro-
cess you’re following. I noticed 
a few errors, and I want to see 
if there is a way we can reduce 
the mistakes. If we could 
increase the accuracy of the 
reporting, I think we would 
improve our department’s cred-
ibility. Is now a good time for 
you, or should I schedule 
something for this afternoon?”

Finding the Time for Planned Dialog
There is no clock fairy or magic 

solution to time management and 
fitting feedback and development 
conversations into a regular work-
load. It’s an effort that requires 
discipline. To ensure planned dia-
log happens, you need to put for-
mal meetings on a calendar, 
schedule them at regular intervals, 
show up on time, and put the 
smartphone away. 

Summary
While increased levels of infor-

mal feedback and scheduled con-
versation can seem overwhelming 
at first, the more often a manager 
engages, the easier it is, the 
franker the discussions become, 
and the greater the understanding 
between the employee and the 
manager grows.

With whom should your  
manager client be having these 
conversations? 

Kate Zabriskie is the president of Business 
Training Works, Inc., a Maryland-based 
talent development firm. For more informa-
tion, visit www.businesstrainingworks.com.
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EAP/HR Corner

What to do if the  
Relationship is Broken?

What should an EA professional do if their 
relationship with HR is not working? The 
following recommendations are presented 

in this article.
Carefully analyze the situation. If serious problems 

persist, ask an outside auditor or consultant to come in 
and work with the two areas of the organization. At 
this point, swift inquiry into “both sides of the story” 
is essential. Any organization benefits from positive 
working relationships. These positives include:

• Synergy;
• Productivity;
• Mutual goals; and
• Joint strategic planning.

These positives come from helping one another 
maintain appropriate boundaries and learning to say 
no when necessary. It also comes from knowing your 
organization and accepting what you can do within 
your role. When roles are clear and boundaries 
defined, EAP/HR can jointly work with conflict and 
problem resolution, using their respective expertise in 
the situation.

A good way to convince a company that strong 
EAP/HR relationships are important is to point out 
that it allows staff to “not work out of their exper-
tise”. It also allows personal issues to get out of HR 
and over to EAP. Most HR professionals are glad to 
get away from hearing a lot of personal information 
that they are not trained to handle.

Working Together on Difficult Situations
In order to work together effectively on difficult 

situations, it is necessary for EAP/HR  
professionals to:

• Give 100% no matter who the employee is or 
what they are presenting.

• Work together around the common good.
• Understand business and safety sensitivity issues.
• Understand that there may be bigger issues 

behind the presented “symptom”.
• Work together to prevent lawsuits and save 

money for the organization.

Reaping the Rewards of a Strong Relationship
So, how do EAP and HR reap the rewards of a 

strong relationship? First, the organization needs to 
know how it values EAP services. A clear knowledge 
of this can bring confidence to a program and its staff. 
The value may come across by not needing to sell the 
service as much as was needed previously – the ser-
vice becoming a norm in the organization, and how 
readily the organization uses EAP in critical situa-
tions.

Another indication is how often EAP is called on to 
consult as a component for larger change – planning 
for reorganizations, diversity initiatives, Americans 
with Disabilities Act (ADA) compliance, or other pro-
active activity. IF relationships are working, EAP is 
asked more often to be involved in a wide variety of 
issues.

Further, EAPs are a step ahead if they have a solid 
understanding of the business’s needs and therefore 
make HR look good as they help with various situa-
tions.

Summary
Through ongoing reinforcement of each other, 

EAP/HR can have a very positive effect on any orga-
nization. Employees benefit from knowing that prob-
lems will be addressed and reconciled. The company 
benefits because it becomes a work environment that 
people want to work for. 

Source: “EAP and HR – A Winning Combination: a conversation 
with Deborah Owens.


