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Workplace Cyberbullying
Employee Harassment in the Digital Age

By Raquelle Solon

In our cul-
ture, it 
can be 

easy to fall 
into a mind-
set that asso-
ciates 
“bullying” 
with school-
children. 

Bullies pull pigtails, shoot spit-
balls, and terrorize the play-
ground. Bullying, however, is a 
behavior applicable to any age, 
and can also harmful effects on 
adults. Health issues, psychologi-
cal concerns, and diminished pro-
ductivity all result from an adult 
bullying situation, damaging both 
the victim and his or her friends 
and colleagues.

Bullying can be especially 
destructive in the workplace, as 
victims are often forced to interact 
with their harassers. In addition, 
while the “bully boss” in which 
harassment can occur both from 
the top down and bottom up, the 
most common type of workplace 
bullying is actually lateral, peer-to-
peer harassment. Moreover, a new 
threat has emerged as well, one 
that is challenging to fight and car-
ries potential for significant hurt: 
Cyberbullying.

Inadmissible as simply “busi-
ness culture,” cyberbullying is dis-
ruptive and damaging to 
workplace relationships, produc-
tivity, and an organization’s bot-
tom line. It’s up to business 
leaders to use whatever resources 
are available, including an EAP, to 
put an end to cyberbullying in the 
workplace and create a safe, 
respectful environment where 
employees at all levels can pro-
duce their best work.

Understanding Cyberbullying
According to the U.S. 

Department of Justice, bullying is 
a form of abuse involving repeated 
acts over time that attempt to cre-
ate or enforce one person’s power 
over another, thus creating an 
“imbalance of power.”  
Cyberbullying is bullying—
repeated incidents intended to 
cause harm—that occurs via an 
electronic medium. It can happen 
in various, direct ways through 
devices such as smartphones, com-
puters, game systems or tablets, 
taking advantage of the instanta-
neous communications landscape 
of instant messaging, emails, and 
social media. It also can occur in 
group chat forums or through con-
versations during online gaming. 

Cyberbullies use these outlets to 
create posts or send nasty, harmful, 
demeaning, and false information 
that causes the intended target 
humiliation, embarrassment, and 
psychological or emotional injury.

The Effects of Cyberbullying
Even though cyberbullying 

takes place in a virtual realm, the 
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effects on employees are all too 
real. Targets of workplace cyber-
bullying can experience negative 
stress, giving rise to increased 
adrenaline and cortisol levels: 
the harassment affects not only 
psychological health, but physi-
cal health as well. Physical 
effects may include anxiety, 
depression, headaches, sleep 
problems, and concentration 
issues. Employees struggling 
with health issues are more likely 
to be less productive or com-
pletely absent from work, costing 
the organization in terms of med-
ical expenses and reducing this 
employee’s productivity, and 
thus his or her contribution to the 
bottom line.

Few things on the Internet are 
truly and exclusively private, so 
it’s plausible that workplace 
cyberbullying also can damage 
an organization’s reputation. 
Employees are representatives of 
their places of employment; 
harassing other employees, cli-
ents or customers in a public set-
ting paints the organization in a 
negative light. This kind of 
behavior might even deter pro-
spective employees from apply-

ing, or cause current employees 
to worry that they might be  
targeted next.

Failing to proactively address 
cyberbullying can be as damag-
ing to employee morale as the 
act of harassment itself. If targets 
feel they are getting nowhere 
with complaints against work-
place bullies, they will be more 
likely to leave the organization 
than to “tough it out.” The cost 
of recruiting, hiring, and training 
new employees far eclipses the 
cost of setting up effective mea-
sures for dealing with cyberbul-
lying. Stopping harassment 
quickly and effectively can help 
maintain loyalty between 
employee and employer.

Taking Action
Putting a halt to cyberbully-

ing means taking action well 
before it happens. Organizations 
must implement clear policies 
and procedures for effectively 
addressing cyberbullying. In 
turn, management can establish, 
explain, and model such policies 
for employees, demonstrating 
that cyberbullying is taken seri-
ously and that targets will have 

a safe way to 
report and end 
harassment.

Management also 
should create a clear 
reporting process 
where employees 
can report cyberbul-
lying, and are guar-
anteed timely and 
appropriate follow-
up. Employees 
should further be 
trained to recognize 
bullying and cyber-
bullying, clarifying 
and demonstrating 
behavior that is not 
tolerated in the 

workplace, and employees should 
be able to look to their supervisors 
for good examples of proper work-
place behavior, both digitally and 
in-person.

Beyond just policies and pro-
cedures, organizations can 
develop a code of conduct for all 
employees. Codes of conduct 
specify proper ways to act 
around co-workers as well as 
customers and clients. Invite 
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Editor’s Notebook
“Putting a halt to cyberbullying 
means taking action well before it 
happens,” – with the author offer-
ing specific recommendations in 
the cover story.

Lest employers think that the 
issue is best left resolved between 
the employee and his/her harasser 
(i.e. bully), Raquelle points out 
that, “Few things on the Internet 
are truly and exclusively private, 
so it’s plausible that workplace 
cyberbullying also can damage an 
organization’s reputation.”

This topic is also addressed in 
this month’s Brown Bagger insert. 
I’d love to hear about how some 
of your EAPs are handling work-
place bullying. Send me an email 
or give me a call. 

Mike Jacquart, Editor
(715) 445-4386

mjacquart@writeitrightllc.com

We have cov-
ered bullying in 
this newsletter 
before – unfortu-
nately, it is not a 
problem that 

would appear to be going away 
anytime soon, and so we are revis-
iting this important subject matter 
in this issue of EAR.

Cyberbullying is a topic of par-
ticular interest this go-round. Like 
oral forms of bullying, online bul-
lying (cyberbullying) involves 
repeated incidents intended to do 
harm. In this case, cyberbullies 
use smartphones, computers, tab-
lets, and other electronic devices 
to “create posts or send nasty, 
harmful, demeaning, and false 
information that causes the 
intended target humiliation, 
embarrassment, and psychological 
or emotional injury.”

As author Raquelle Solon 
states, while “cyberbullying takes 
place in a virtual realm, the effects 
on employees are all too real.” 

employees to provide feedback 
on how they think workplace eti-
quette should look when devel-
oping this code. (The EAP is in a 
perfect position to help.)

Preventative measures are a 
great step in the fight against 
workplace cyberbullying, but 
establishing proper policies and 
culture can accomplish only so 
much. One of the most impor-
tant resources for a target of 
active cyberbullying is an orga-
nization’s EAP.

Employee Assistance in the Face 
of Cyberbullying

A comprehensive EAP can 
offer victims of cyberbullying 
short-term counseling to help 
work through the negative feel-
ings and stress caused by harass-
ment. Employees are able to 
discreetly see a trained profes-
sional and navigate some of the 
immediate effects of hurtful or 
traumatic cyberbullying. The 
EAP will also have the ability to 
set up a toll-free “hotline” num-
ber whereby employees can dis-
cretely and anonymously report 
bullying behavior.

Everyone within an organiza-
tion has the power and responsibil-
ity to stop workplace bullying. 
Whether it is the target or a 
bystander, whoever experiences 
(or witnesses) the behavior should 
follow organizational policies to 
address it. The first step is telling 
the bully the behavior is unwanted. 
Next steps include documenting 
and reporting incidents to the 
appropriate channels, as well as 
seeking support through your EAP. 
Much more than schoolyard 
taunts, this kind of harassment has 
lasting physical and psychological 
effects on employees and should 
not be written off as “teasing,” 
“breaking in the new guy” or “a 
rite of passage.”

Summary
Organizations are responsible 

for developing policies and pro-
cedures that will help prevent 
bullying and address concerns, 
including the use of EAPs. 
Proactive action against bullying 
will improve workplace morale, 
keep productivity high and cre-
ate a safe, stable culture that 
allows all employees to work 
effectively. 

Raquelle, business solutions engineer for 
FEI Behavioral Health in Milwaukee, 
Wisconsin, is responsible for helping 
organizations in a wide range of indus-
tries, including retail, higher education, 
business, manufacturing, healthcare, 
mental health, and human services, 
determine and implement a holistic crisis 
management system. She is also respon-

sible for delivering workplace violence 
prevention, leadership development, and 
crisis management trainings. Raquelle is 
experienced in reviewing current training 
and policies and procedures to identify 
gaps and work with clients towards a 
solution. She has a bachelor’s degree in 
business management and communication 
from Concordia University Wisconsin, 
where she is working toward her master’s 
degree in international business.

FEI has a 35-year history in enhancing 
workforce resiliency by offering a full 
spectrum of solutions, from EAP and 
organizational development to work-
place violence prevention and crisis 
management. One of the most success-
ful social enterprises in America, FEI 
was created by the Alliance for Strong 
Families and Communities, a national 
network of social sector organizations 
working to achieve its vision of healthy 
and equitable society. Visit www.feinet.
com for additional information.

Cyberbullying cont’d from Page 2
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On the Job

Coping With Customers  
Who Behave Badly – Part I

By Kate Zabriskie

If you pay attention, you can see breaches in etiquette 
everywhere you look. For example, anyone who has 
ever watched people at a hotel’s breakfast buffet load 

up their bags with enough calories to fuel a football team 
has witnessed a classic guest etiquette fail. 

While normal customers are enjoying a bowl of 
cereal or a pancake, those ”other” people are squirrel-
ing away yogurt, bagels, bananas, sausage, and any-
thing else they can get their hands on. 

No doubt, the hotel staff shake their heads in disbe-
lief each and every morning they encounter such a 
scene, but short of a bag search at the buffet’s exit, is 
there anything that can be done to change customer 
behavior? Fortunately, yes.

As providers trying to deliver a great experience to 
both external and internal customers, businesses need 
to identify what they want and don’t want their cus-
tomers to do, and pinpoint what people and processes 
they can put in place to realize the desired results. 

Step One – Audit
Experience your business from your customer’s 

vantage point. Whether you’re serving external or 
internal customers, you need to understand what hap-
pens to them before you can encour-
age or discourage behaviors. 

Step Two – Encourage What You 
Do Want

Next, identify the actions you 
want your customers to take, and put 
people and processes in place to 
encourage those behaviors. 

For example, if you want dry 
counters in your bathrooms, look at 
your sinks. Are they designed well, 
or do they spray water everywhere? 

By providing hand dryers instead of 
paper towels, have you deprived cus-
tomers of a way to clean up after them-
selves? If you provide towel dispensers, 
does your service staff pack them so 
tightly that customers will destroy several 

dozen paper towels before leaving behind a washbasin 
filled with sodden confetti and hands that are still damp?  
What about your employees? Do you train your staff to 
wipe down counter tops—even if “housekeeper” isn’t part 
of their official title? Do you model good behavior yourself? 

NEXT MONTH: More recommendations will be presented.

Kate Zabriskie is the president of Business Training Works, Inc., a 
Maryland-based talent development firm. She and her team help 
businesses establish customer service strategies and train their 
people to live up to what’s promised. For more information, visit 
www.businesstrainingworks.com.

“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

Workplace Civility through  
Trust and Respect

Managing results is proba-
bly all you’ve ever 
known. It’s what gets 

measured, monitored and reward-
ed. It’s what you’re compensated 
for. Managing results is exactly 
half your job. The other half? 
Managing the quality of your 
work environment, and the health 
of workplace relationships.

In spite of widespread work-
place bullying and sexual harass-
ment, which has been so 
prominent in the news, it’s also 
true that we HAVE seen healthy 
workplace environments. 
Examples include Ritz Carlton, 
Zappos, Southwest Airlines, 
Madwire, Assurance, Luck 

Companies and others. They all 
have purposeful, positive, produc-
tive work cultures. And those 
vibrant, fun, creative, prolific work 
environments didn’t happen by 
default. They happened only by 
design, with intention and atten-
tion by senior leaders every day.

To make values observable, tan-
gible and measurable, define val-
ues in behavioral terms. By 
describing exactly how you want 
everyone to behave, you will be 
modeling a company value that 
becomes a clear standard.

For example, if one of your 
company values is “integrity,” you 
must state it in behavioral terms. 
One of my clients uses these 

behaviors to make their integrity 
value measurable: “I do what I say 
I will do,” “I am honest in every-
thing I say and do,” and “I take 
responsibility for my actions and 
learn from my mistakes.”

Define your desired values and 
behaviors, align plans, decisions, 
and actions to those values and 
behaviors, and periodically refine 
your valued behaviors to continue 
operating as a purposeful, positive, 
productive work culture. 

Source: Forbes Coaches Council, an 
invitation-only community for leading 
business and career coaches. Learn more 
here https://forbescoachescouncil.com/
qualify/?source=forbes-text

Workplace Survey

Female Employees  
Better for Bottom Line

Want to grow your  
profitability? Hire 
more women.

So says a Jan. 2018 survey from 
worldwide management consulting 
firm McKinsey & Co.

According to their global analy-
sis of over 1,000 companies, those 
organizations which were in the 
top twenty-five percentile for gen-
der diversity at the executive level 
were 21 percent more likely to 
have above-average profitability 
when compared to companies with 
lower levels of gender diversity.

Jack Skeen, Fortune 500 leader-
ship coach and co-author of a new 
professional development book, The 

Circle Blueprint, says “These survey 
findings might surprise some people, 
but I find that they are right in line 
with my own professional experi-
ence both as a CEO coach.”

Skeen adds, “Even when we are 
still in the womb, gender expecta-
tions and gender roles are being 
placed upon us, for better or worse. 
But, one effect of this socialization 
is that men and women develop dif-
ferent strengths and assets. For 
example, research has shown that 
women are better communicators 
as well as better at multi-tasking 
and being a team-player.”

The leadership coach also 
points out that having female 

executives also changes the way 
potential clients view a company. 
“Studies have shown that people 
view women as more trustworthy, 
and this could help in building 
valuable business connections.”

Skeen says that hiring managers 
and employers would be wise to 
keep studies like this in mind. “This 
survey doesn’t mean that we should 
look to hire women at men’s 
expense, but rather that we need to 
start appreciating ‘feminine’ quali-
ties rather than looking to reinforce 
the masculine status quo of corpo-
rate America. When our companies 
are inclusive and diverse, they are 
stronger…and so are we.” 
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Book Review

No-Nonsense Guide  
Offers Results, not Excuses

To say that business is war 
is not just a statement. It’s 
a mindset. Your competi-

tors are literally battling you for 
the same dollar, and while 
they’re not firing bullets, they 
are firing marketing messages 
like commercials and online ads, 
executing sales calls with power-
ful sales presentations that close 
business and take clients off the 
market. How are you going to 
respond? How do you compete 
with these people on the business 
battle field?

Bringing decades of military, 
paramilitary and entrepreneurial 
management experience to the 
table, Chris Hallberg tackles 
those questions and more in his 
new book, The Business 
Sergeant’s Field Manual: 
Military Grade Business 
Execution Without the Yelling 
and Push-ups [Business Sergeant 
Books, October 15, 2017].

“The military has a system for 
everything, and those same sys-
tems can help businesses harness 
the energy of their employees and 
lead them to greatness,” says 
Hallberg. “This book is simply a 
modified version of that military 
training, designed to help entrepre-
neurs of small and medium-sized 
businesses, their leaders and man-
agers, and even much larger orga-
nizations in the corporate world, 
gain optimal performance from 
their business.”

In 2014, Hallberg began utilizing 
EOS® (Entrepreneurial Operating 
System) and became one of 65 cer-
tified EOS Implementers nation-
ally. Utilizing the EOS framework 
throughout The Business Sergeant’s 
Field Manual, Hallberg helps  
readers implement a business  
operating system.

“You’d be surprised at how 
many businesses—even large 
businesses that have been around 
for years—don’t have an operat-
ing system,” adds Hallberg. 
“They don’t know how to hire the 
right people. They don’t have a 
vision to inspire their people. 
They don’t have a brand that sets 
them apart from the crowd. They 
don’t how to keep track of their 
numbers or use their sales force 
in the most efficient ways. 
Without a system to keep you on 
track, it’s very difficult to get bet-
ter at executing. But if you apply 
a military-grade execution strat-
egy at your business, you’ll put 
together a plan that makes sense, 
anticipates contingencies, and 
ensures you have the right 
resources. You’ll have the right 

people in the right seats, and 
everyone on your team will know 
precisely what their individual 
roles and responsibilities are.”

For more information, or to 
order, visit www.bizsgt.com. 

Resources
 Back Off! Your Kick-Ass 

Guide to Ending Bullying at 
Work, by Catherine Mattice and 
E.G. Sebastian, Amazon. This 
book offers tangible advice to 
end workplace bullying. A chap-
ter on preparing to talk with HR 
is included.

 The Business Etiquette 
Bible, by Scott Steinberg. This is 
the definitive guide to effectively 
communicating on the job and 
engaging audiences in an increas-
ingly digital and globalized 
world. The Business Etiquette 
Bible is a groundbreaking guide 
to modern manners and success-
fully executing digital, online, 
influencer, and social media mar-
keting campaigns. To learn more 
about the author, check out http://
akeynotespeaker.com/

 Jumping the Queue: 
Achieving Great Things Before 
You’re Ready, by Michelle A. 
Turman. These days many young 
people see no need to wait their 
turn – and their refusal to 
patiently stand in line is actually 
the right idea, according to the 
author. Read more at www.
jumpingtheq.org. 
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Workplace Survey

Many Firms Expanding  
Wellness Benefits

Companies that aren’t 
focusing on employee 
health and wellness 

should make a point of doing 
so. In a recent survey from 
staffing firm OfficeTeam,  
two-thirds of HR managers 
(66%) reported their organiza-
tion has expanded their health 
and wellness offerings in the 
past five years. And these 
efforts haven’t gone unnoticed: 
89% of workers said their  
company is supportive of their 
wellness goals.

Some additional findings from 
the survey:

Employees cited food at office 
celebrations (30%) and snacks 
brought in by colleagues (22%) as 
the biggest obstacles to meeting 
health and wellness goals.

More than two in five profes-
sionals (44%) said they eat 
healthier when they work from 
home. Of all respondent groups, 
male employees (53%) and those 
ages 18 to 34 (55%) reported this 
most often.

Three in five professionals 
(60%) bring their lunch to the 
office. Women (73%) and workers 
ages 55 and older (75%) are most 
likely to pack their meals.

While more than half of 
employees (54%) are fans of the 
office candy jar, one-third (33%) 
have a love-hate relationship 
with it. Men (61%) and workers 
ages 18 to 34 (62%) are espe-
cially enthusiastic about this sup-
ply of sweets.

HR managers were also asked 
to name the most innovative thing 
they’ve heard of a company doing 
to support employee health and 
wellness. Here are some of their 
responses:

• Paying employees extra 
money if they don’t check 
work email while on  
vacation;

• Offering on-site exercise, 
meditation, yoga and healthy 
cooking classes;

• Providing free massages;
• Having a nurse’s department 

in the office;
• Giving workers fitness track-

ing devices; and
• Offering on-site personal trainers.

“Since professionals spend so 
much of their time at work, health 
and wellness programs aren’t just 
a nice to have — they are becom-
ing a key factor in employee job 
satisfaction and well-being,” said 
Brandi Britton, a district president 
for OfficeTeam. “Not offering 
these benefits can put a company 
at a disadvantage when it comes to 
staff recruitment and retention.” 

Source: OfficeTeam, a Robert Half 
company, is the nation’s leading staff-
ing service specializing in the temporary 
placement of highly skilled office and 
administrative support professionals. For 
additional information, visit roberthalf.
com/officeteam. Follow the OfficeTeam 
blog at roberthalf.com/officeteam/blog for 
career and management advice.
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In the News

EA Digital Archive Growing Rapidly

A free, publicly accessible site 
where employee assistance 
professionals can post origi-

nal works, historical documents and 
other related papers or multi-media, 
has grown to more than 1,500 arti-
cles since the archive was created 
five years ago at the University of 
Maryland, Baltimore.

The EA Digital Archive was 
created in 2013 by University of 
Maryland School of Social Work 
(UMSSW) Associate Professor 
Jodi Frey Ph.D., LCSW-C, CEAP, 
and Patricia Herlihy Ph.D., RN, 
founder of Rocky Mountain 
Research. UMSSW is the only 
social work program with a dedi-
cated Employee Assistance (EA) 
curriculum, chaired by Frey, as 
part of its Masters in Social Work. 
The intent of the EA Digital 
Archive is to preserve important 
historical and current documents 
in the EA field as well as to provide 
an international depository for all 

significant articles, presentations, 
and related materials in the field.

To date, more than 400 authors 
from around the world have sub-
mitted materials to the Archive and 
more than 3,000 people have vis-
ited the website (www.eaarchive.
org) as global users seek to learn 
and use the Archive for research 
and personal learning. One does not 
have to be affiliated with UMB to 
use the site or submit to it.

“Given the growing interna-
tional presence of Employee 
Assistance, and unique contribu-
tions being made from multiple 
disciplines and professionals, the 
Archive fills a gap by providing a 
free and permanent space and 
place where students, profession-
als, practitioners, and really, any-
one, can come to learn about the 
ever-changing field,” Frey said.

Soon after Frey accepted her 
position as chairperson of the 
Employee Assistance Program Sub-

specialization at UMSSW in 2006, 
she began receiving requests from 
soon-to-be retiring leaders in the EA 
field asking if they could mail boxes 
of EA-related articles, books, and 
other materials to her office for pres-
ervation and future use with EAP 
students. Frey knew she lacked 
space to house these historical arti-
facts and capacity to properly make 
them available to the public. Around 
the same time, Herlihy was seeking 
a partner to create an archive for the 
EA field. Herlihy shared her inter-
ests about an EA Archive with Frey 
at a conference.

Shortly after this discussion, Frey 
was online at UMB’s Health Science 
and Human Services Library 
(HSHSL) site and saw a newly 
posted announcement for the UMB 
Digital Archive. She realized that the 
HSHSL was transitioning its physical 
archives to digital versions and began 
the process of working with Herlihy 
and the library staff to create the EA 
Digital Archive. The HSHSL pro-
vides the infrastructure, curation, and 
consultations to make the EA Digital 
Archive a viable platform for EA 
professional learning and sharing.

In addition to its popularity 
among EA professionals, the Archive 
has recently forged several important 
partnerships that have resulted in an 
ever-growing compilation of histori-
cal and current works in the EA 
field.  New partners include the 
Employee Assistance Report (which 
recently published an article about 
the EA Digital Archive), the 
International Employee Assistance 
Professionals Association, and the 
Employee Assistance Society of 
North America, all of which have 
agreed to submit published works to 
the Archive. 

Something We Should 
Know About?

Send your announcements, press releases and news 
tips to Employee Assistance Report,  

(715) 445-4386 or email mjacquart@writeitrightllc.com.
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