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A Reasonable and Important Question.
by John Maynard, Ph.D., CEAP

hat are EAPs? That may
seem like a pretty basic
question for the official

magazine of the Employee Assistance
Professionals Association to pose to its
readers. After all, who should know
more about EAPs than EA profession-
als and the organization that repre-
sents them?

In fact, EAPA developed a defini-
tion of an EAP several years ago and
has published it in various places,
including Che "EAPA Standards and
Professional Guidelines for Employee
Assistance Programs" (which also
includes the EAP Core Technology
and a list of EAP standards along with
essential and recommended program
components that must be present for
an EAP to meet each standard). The
definition reads as Follows:

An employee assistance program
(EAP) is a worhsite-based program
designed to assist (1) worh organizations
in addressing productivity issues and
(2) "employee clients" in identifying and
resolving personal concerns, including,
but not limited to, health, marital, family,
financial, alcohol, drug, legal, emotional,
stress, or other personal issues that may
affect job performance.

As an association of professionals,
then, we seem fairly clear about what
an EAP is and does. But experience

has taught us that the marketplace
and our employer and employee
clients frequently are not so clear.
Other groups with an interest in
employee health and workforce pro-

ductivity, such as human resources

professionals, insurers, and clinicians,

also may not understand EAPs as well

as we might hope.
Their confusion is understand-

able, and iC stems in part from our
own questions about how to respond
to changing circumstances without
losing our core values and our
grounding in the principles and serv-
ices that have made EAPs so valuable
over the years. Market demands, dears
of losing our own livelihood, changing
organizational and individual needs,
and new technologies for delivering
services have all contributed to our
own lack of clarity.

Considering these changes and
pressures, it seems both reasonable
and important to revisit the question
of what an EAP is (or could be) and
does (or could do) in today's work-
place. This issue of the Exchange offers
several views on that topic: a call for
renewed emphasis on organizational

consulting, a discussion of the use of
therapeutic principles to becter under-
scand employers' needs, and an exami-
nation of how offering leadership
development coaching through LAPS
can help increase program utilization
and align the EAP with the larger

goals of the organization. Perspectives

from external, union, and internation-

al EA providers are included as well.

This issue also contains another

installment of the Employee Assistance
Research Supplement, an article on how

EAPs can help employers control their

health care costs (which are rising by

10 to 20 percent annually in [he

United States), and an article that tar-

gets hiring and promotion policies as

keys to preventing discrimination

issues from affecting the workplace. As

always, we welcome your comments

and observations on these articles and

' encourage you to let us know how our
changing world and profession are
affecting you and the people with
whom you work. 0
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Su ndown M Ranch
Established 1968

The oldest residential alcohol and drug addiction treatment center in the state of Washington

Our Motto
"TH E

PATIENT
IS THE REASON
WE ARE HERE••

~P,RS OF ~

Our Costs
Our costs are the most reason-
able in the nation. A 21-day
inpatientADULT stay is $3045
or $145 per day. A 28-day
inpatientADOLESCENTstag
is $5180 or $185 per day. These
prices include psychiatric and
medical consultation, family
counseling and family room
and board. Treatment is
covered by most insurances/

managed health care.

Our Experience
Sundown M Ranch has been
in operation since March
1968.Over 60,000 adults and
adolescents afflicted with the
disease of alcoholism and
drug addiction have been led
back to sober, productive
lives by our dedicated, well-
trained professional staff.
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Developing and Maintaining
Healthy Organizations
by Linda L. Sturdivant, CEAP

he arrival of spring brings
with it many changes, most of

them welcome. Flowers start

to bloom and leaves return to the
trees, painting over the drab land-

scape of winter with a palette of

vibrant colors (but watch out for the

pollen!). Workers begin to eat their

lunches outside, escaping the confines
of buildings and soaking up the liber-

ating rays of the sun. And EAPA calls

for nominations to its Board of

Directors, looking for new faces and

fresh voices to provide leadership for

the association and the profession.

Asa 20-year veteran of EAPA, I

can tell you that the nominations peri-

od typically is the most exciting time
of year for our association, and even

more so this year. By the time the
nominations period opens on May 1,

the EAPA Board of Directors will have

voted on whether to accept a new
governance structure that would
reduce the size of the board from 21

members to 12 (two of whom would
be non-voting members). This leaner

structure, proposed.by a special task

force comprising members from all

geographic areas and service delivery

models, is intended to make the board

more responsive to the membership

and more strategic in its actions and

focus. If the board approves the new

governance structure, the nominations

process will reflect the changes in the

board's composition.

Polling ballots were distributed

earlier this year asking all voting EAPA

members to indicate whether they

prefer the existing governance struc-

ture or the proposed new structure.

While the final decision rests ~vith the

board itself, these ballots will indicate.

how the membership feels about the

future direction of the association. I

look forward to learning the results of

the balloting and understanding our

members' inclinations.
Regardless of whether the board

approves the new governance struc-

ture, several changes already have

been made to streamline the associa-

tion's management and decision-mak-

ing processes. For example, three
standing committees—Member

Services, Finance and Administration,

and Professional Practice—will replace

the 20-plus committees that now
exist, with goal-focused task forces
established as needs arise. In addition,

a board retreat will be held each

January to develop a strategic focus for

the association for the coming year.
With these and other changes, we

hope to continue to strengthen our

existing programs and services and
develop new ones to meet members'

needs. Already this year, our

Professional Development Institute has

sponsored four trainings on the U.S.

Department of Transportation's alco-

hol- and drug-testing regulations, and

a fifth is scheduled for mid-May in

Chicago. The 2002 Annual Conference

is shaping up to be one of our best

ever, thanks to the work of the

Conference Program Planning

Committee and the Massachusetts

Chapter. And the Exchange continues

to address the many challenges facing

our profession, as evidenced by this

issue, which asks, "What are EAPs?"

Domino Effect

Our association has long made it clear

thae an EAP has not one but two pri-
orities—consulting with work organi-

zations on productivity issues and

helping employees identify and resolve
personal concerns. Too often, howev-
er, LAPS are relegated to telephone

services that focus on meeting client

needs at the expense of providing

organizational consulting. Unfor-
tunately, EAPA has not always done a

good job of helping employers and

purchasers differentiate between EAPs

thaC do both and those that simply

provide clinical services.

Although the decline of the dot-

com sector and the terrorist attacks on

the World Trade Center and Pentagon

caused unemployment to rise briefly,

the long-term outlook for the U.S.

economy is a tight labor market. Any

program that can help employers

retain talented workers and maintain a

high level of productivity will be valu-
able in such an economy, so EA pro-
fessionals can expect demand for their
services to remain strong. If EAPs are
seen as nothing more than clinical
services, however, employers and pur-
chasers will not receive full value for
their dollar.

EAPs have always been strong in
the addictions area—that's where our
roots lie. But we're in a prime position
to assess employee morale and identify
potential hot spots for stress and other
problems that can have a domino
effect on workplace performance. We
need to position ourselves with orga-
nizational leaders as strategic allies in
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the cause: of developing and mainlain-

ing healthy organizations.

As the articles in this issue of the

Exchange make clear, employers that
view LAPS as nothing more than
band-aids for sick workers—and make
their purchasing decisions according-

ly—will .get what they pay for., Our

profession needs to educate employers

about the full range of benefits we
provide so they can become more
knowledgeable purchasers and users

of employee assistance programs. With

your continued support, EAPA can

lead the way in promoting the full

value of employee assistance and rais-

ing the level of professionalism. within

our industry. Q
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father Martiin's Ashley
The Beauty is Just c~ Bonus !

We provide the finest treatment available for the disease of alcoholism and chemical addiction.

Here dignity, respect, and hope are restored.

We have a Primary Program for those new to recovery.

Our world renowned Relapse Program is designed to overcome and resolve the unique core issues of relapse.

JCAHO Accredited • Most Insurance Plans Accepted

Father Martin's Ashley
1-800- 7 99-HOPE

Celebrating 20 Years of Service and Excellence
1982 - 2002
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Making an Informed Decision

read the article titled "Competence

and Value" by Messrs. Sharrar and

White (Nov./Dec. 2001) with great
interest. Since 1989, I have been a
network affiliate for more than 20
national and local EAPs. For some of
my corporate clients, I provide a full

spectrum of services, including

account management, case manage-

ment, mandatory referrals, fitness-for-

duty evaluations, critical incident

stress debriefings, and health and
wellness promotions as well as assess-

ments and referrals. Others use me
solely for assessments and referrals.

Since I own a small business, I
am very mindful of billable hours. I

do not provide services for which I

am not reimbursed. This means that a

client with alower-quality EAP may

receive only minimal follow-up after a

referral compared to a client with a

higher-qualify program.

This raises an interesting ethical

question arotmd the issue of truth in

marketing: Who is responsible for

ensuring that the purchaser of EAP

services has sufficient information in
order to make an informed decision?

Is it up to the purchaser to investigate

the variables involved? Should the

EAP vendor be expected to explain

why his/her program costs significant-

ly less? Other than cost, what differen-

tiates EAPs from one another?

I think it is relatively safe to say

that you get what you pay for. Sub-

contractors with more experience and

higher-quality programs and services

cost more.
I truly hope that the ethics sum-

mit Messrs. Sharrar and White advo-

cace comes to fruition. I also hope that

a representative of network affiliates is
invited to the table.

Terri Schmidt, LCSW, CEAP

Schmidt Associates
Park Ridge, Ill.

Committed to Our Core Values

Regarding the recent set of articles by

Messrs. Sharrar and White, I would

like to comment that codes of conduct

are not designed to be malleable to the

STRATEGIC PLANNING

✓Trend Analysis
✓Mergers &Acquisitions
✓Marketplace Positioning

INTERNATIONAL FOCUS

ever-changing world of "product"

delivery and financial 'structures. To

the contrary, it is the very reality of

this transient landscape that compels

us to remain aware of, and committed

to, our core ethical values.
It's not the foot that should fit the

shoe.

Jeff Christie
EAP Manager

Hallibur[on Corporation

Houston, Texas
Jeffrey. Christie@halliburton. tom

PROGRAM DESIGN & EVALUATION

✓ Operations Effectiveness
✓Vendor Performance Standards
✓Integration with Company HR Initiatives

✓ Global Positioning
✓ Strategic Partnerships
✓ Staff Development and Training

DOT COMPLIANCE CONSULTATION
✓Employer Policy Review
✓Audit Readiness Check
✓ SAP Training
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~s~n ea are os s
With businesses facing double-digit increases in health care

costs, the se~rvice~s that EAPs provide tivill become
increasingly important, to employers and employees alike.

by Helen Darling, M.A.

rom 1994 to 1998, with health care costs relatively
llat (although they were always rising faster than the
underlying costs of general inflation), business and
government grew complacent about health care

issues. Facing the tightest job market in many years and a
booming economy, most employers worried about recruiting
and keeping good employees and paid little attention to labor
costs, including benefits.

Today, they can chink of little else. In the past five years,
health care costs have risen more than 50 percent, with annu-
al increases of 13 to 14 percent in 2001 and 2002. Employers
that cover post-65 retirees—a shrinking number due to rising
health care costs-have endured even greater increases, since
much of their cost burden is associated with prescription
drugs. In short, we are once again facing the kind of health care
cost crisis we saw previously in the late 1980s and early 1990s.

What is different today, however, is that the cost base is
much higher, yet the overall package of pay and other benefits
has not moved up. New proposals to resolve the health care
cost crisis seem limited in number, and some of the previous
suggestions have been strongly resisted by the. American peo-
ple, though none were given a fair chance of working. We need
new approaches and a reaffirmation of well-known (buc
ignored) research on health care utilization and consumer and
professional behavior.

The Washington Business Group on Health, an organiza-
tion of 170 mostly large employers, has found that its mem-
bers' most serious health care benefits problem is the unrelent-
ing rise in health care costs. There is a desperate need for solu-
tions, especially those that can have an immediate impact.
WBGH estimates that if current trends continue, the average
annual cost of family health care coverage will soon exceed
$10,000 per employee. With wages declining, remaining level,

Helen Darling is president of the Washington
Business Group on Health and director of the
Institute on Health Care Costs and Solutions.
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or rising only modestly, the impact on employers, employees,
and the economy will be profound.

Convinced that corporate America cannot make and sell
enough goods in this economy to keep absorbing these
increases, the Board of Directors of WBGH resolved to find
new ways to tackle the cost challenge and related problems. To
this end, the board established the Institute on Health Care
Costs and Solutions, an organization dedicated to examining
health care problems from the business perspective.

Sending a Clear Message

While numerous factors are contributing to the health care cost
crisis, surveys of corporate executives show that the most seri-
ous benefits problems facing benefits managers today are as
follows:
• High cost increases for prescription drugs, which espe-

cially affect retirees and, as a result, the statements on
corporations' balance sheets that reveal outsCanding
financial liability for all current and future retirees' med-
ical expenses;

• The cost of new treatments and technology, many of
which are ellective but are "layered" onto ineffective
treatment (as new tests and treatments are developed,
they usually are added to existing tests and treatments
rather than substituted for them);

• The American public's strong appetite for health care
(especially new technology) without regard to the costs
of such care, due largely to the fact that health care in the
United States is funded primarily by employers and gov-
ernment programs;

• Continued uneven quality of care and patient safety;
• The aging of the workforce, with a corresponding increase

in demand for health care;
• The economic recession and the related earnings decline

and drop in consumer confidence, all greatly exacerbat-
ed by the events of Sept. 11, 2001;

• A belief that managed care has been tried (and, some say,
failed), so this "magic bullet" is no longer an option; and

• Overzealous laws and regulations that ignore the cos[ con-
sequences of statutory changes, such as increased liabil-
ity and benefit mandates.

www.eap-association.org



These problems are not confined co large employers;
indeed, as costs continue co rise, the number of small employ-
ers able and willing to provide health care coverage will
decline. Even when coverage is offered, more employees will
decide they are unable to pay their share of premiums, so the
number of uninsured will climb. Governments and govern-
inent agencies, meanwhile, are facing a similar crisis, as declin-

I believe employee assistance

programs and services will be

at the front of the line of

effective solutions to the

health care cost crisis.

ing tax revenues—the result of the economic recession—have
created a shortfall in monies to fund health care benefits, both
for einployees/retirees and public assistance programs.

The Institute on Health Care Costs and Solutions will be a
force for sending a clear message that affordability and cost-
effectiveness must be major considerations in the health care
system and solutions to the cost crisis, because the current
business model is not sustainable. The institute's first objective
is co send a clear signal from corporate America that recent
health care cost increases have become a serious public health
problem. The institute will reinforce this message by—
• Documenting major cosC drivers and their impact on costs,

quality, access to health care, employers' ability to pro-
vide health benefits to 'all employees, and governments'
ability to provide health coverage to those wicliout
employer-sponsored coverage;

• Identifying effective methods for controlling cost increas-
es, including improving quality and safety, and commu-
nicating these solutions to employers, other purchasers,
and consumers; and

• Monitoring the impact of recommended solutions and
their ability to reduce costs, enhance productivity, and
improve quality.

How Can EAPs Help?

As we seek new ways to improve health outcomes, increase
productivity, and enhance the quality of life from our enormous
investment in health care, I believe employee assistance pro-
grams and services will be at the front of the line of effective
solutions to the health care cost crisis. EAPs play a major role
in reducing health care expenses and could provide even more
benefits if their services were better known and understood.

We already know that EAPs directly help employees cope
with personal and work-related problems and indirectly assist
those who need more intensive care by referring them for psy-
chiatric and medical evaluations. What is not well recognized
is that EA professionals can play a major role in reducing the

www. eap-association. org

,: .

use of medical and mental healeh services by providing early
intervention and helping employees and managers find ways to
identify and resolve issues that may have serious, long-term

consequences.
We also know shat major depression, bipolar disorders,

and other serious mental health concerns can be expensive due
to higher utilization of medical services, loss of family income
if disability results, lost productivity due to employee absences,
and increased "presenteeism," aterm used Co describe the
impact of an employee who is physically at work but not func-
tioning optimally. We also know that people who are suffering
from mental disorders, stress, and other conditions are not
going to be operating at their best and ultimately may experi-

ence performance problems that could, in turn, lead to a down-

ward spiral of work-related issues and consequences chat exac-

erbate the underlying mental problems.
What is not as well known is that all of these things can

seriously hurt a family as well as an employee. Since employers
frequently pay for the health benefits of eligible dependents as
well as employees, the spill-over effects can drive their health
care costs higher and higher.

As a nation, we cannot afford the kind of health care cost
increases being incurred, let alone those being projected.
Already, health care analysts are estimating that our current
$1.5 trillion health care economy will rise to $2.85 trillion by
2011. Increased promotion and use of EAPs will help temper
these cost increases and also help many people enjoy a higher
quality of life, better health, and greater productivity. ~

When The
Time Comes...

A Unique Opportunity for Behavioral
Health Professionals

Fl:l Behavioral Health, an international leader
in Crisis Management Services, is searching for
clinicians to participate in short term contract

work during mt~jor catastrophic incidents.

For more information and an application, contact
FBI Behavioral Health by email, fax or U.S, mail

only (no ~iltone calls ~ilease).

i~iti 6GIIAVIORAL NBALTH

1 1700 West Lalce Park Drive
Attn: CM Dept.
Milw~ulcee, WI 682~M

EMAIL: CMQfeinet.ccnn

FAX: 4~ 19~-X59-197:1
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Preventin Work laceg p
Discrimination

Research suggests that EAPs should attempt to influence
hiring and promotion ,policies to eliminate perceptions

of racial and cultural bias.
by Carl E. Van Horn

n the wake of last year's terrorist attacks on the World
Trade Center and Pentagon, allegations of harassment and
discrimination against -individuals of Middle Eastern
descent and followers of the Muslim faith have been wide-

ly reported in the media. Some of these allegations involve inci-
dents in the workplace, such as firing women for refusing to
remove their hijab (a body covering or scarf worn by some
Muslims) or passing over men with dark complexions and
accents for promotion.

Though these accusations are disturUing in and of chem-
selves, they are part of a larger pattern of perceived racial and
cultural discrimination againse workers of all minority races
and religions. A poll by the John J. Heldrich Center for
Workforce Development at Rutgers University and the Center
for Survey Research and Analysis at the University of
Connecticut found that half of black workers believe blacks are
the most likely targets of job-related discrimination, though
only 10 percent of whites agree. Among Hispanic workers, 22
percent believe they are most likely to suffer unfair workplace
treatment, but only 5 percent of non-Hispanics feel likewise.

The strength and persistence of these emotions is all the
more remarkable given that employers have spent millions of
dollars over the years on diversity workshops, sensitivity crain-
ing, and other programs designed to encourage workers to
embrace multiculturalism within the workplace. Many of these
programs were sold to employers as a kind of orientation
workshop that would address issues before they even arose
and enable companies to move ahead and put diversity con-
cerns behind them. But these issues and concerns are not
something that can be "treated" with a minor intervention.
Differences between groups of people persist even when they
are engaged in a common cause, and resolving them is an
ongoing process.

Limiting Exposure

Attempts to promote tolerance and foster an appreciation of a
diverse workplace date back to the 1980s, as women and

Carl Van Horn is a professor of public policy at Rutgers University and
director of the John J. Heidrich Center for Workforce Development. His
areas of expertise include labor management, the workforce of the future,
and employment policy. He can be reached at vanhornQrci.rutgers.edu,
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minorities began entering the labor force in record numbers
thanks to three developments. One development was the cul-
tural change in the role; of women in society; a second was the
rise in the cost of living, which meant that two-income families
became necessary to maintain a certain standard of living or
desirable to acquire a better one. Together, they fueled a huge
increase in the labor force participation rate of women, which
is the number of women eligible to work divided by the nuin-
ber of people who are working. That rate went up substantial-
ly in the 1970s and 1980s and 1990s, to the point that women
are almost as likely to work today as men.

The third development was the growth in the number of
Hispanics and Asians entering the United States through con-
tinued immigration. As these groups have entered the country
they have joined the labor force, so the pool of workers looks
quite different today than it did just 20 years ago. Immigrants
have been joining the workforce in all industries and at all lev-
els, making our businesses the most diverse of any on the face
of the earth.

But the penetration of women and minorities has been
uneven—iC has been confined largely to organizations with 50
or more workers. One of the things the Heldrich Center noted
in the survey report is that a third of people work in compa-
nies that have no minorities at all. This finding can't be
accounted for just by fines in rural parts of the country. Small
and medium-sized firms in all geographic areas contribute to
this disparity.

Large firms, on the other hand, frequently employ not
only significant numbers of women and minorities but also
diversity officers, compliance officers, and all manner of others
who are responsible for monitoring and addressing issues that
relate to gender, race, religion, age, and other types of protect-
ed statuses. The establishment of these positions within organ-
izations is a reaction to concerns about limiting exposure, both
from a financial loss standpoint and a public relations embar-
rassment standpoint. Probably the biggest component of civil
law right now is employer discrimination actions, so these con-
cerns are well founded.

Large firms also are much more likely to adopt specific
policies that attempt to increase their diversity, by which they
usually mean hiring more minorities. Sometimes these policies
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are developed in response to practical business considerations.
Suppose, for example, that you're in the health care products
business. One of the arguments in favor of diversity is that
minorities are a large part of the consuming public, and it
makes logical business. sense to understand some of the unique
concerns of these consumers.

Diversify hiring policies also arise in response to public
relations concerns. If you're trying to sell to a certain market
and the internal composition of your company doesn't look at
all like that market, eventually it could
become a sensitive issue and lead to a loss Likelihood of
of market share. Likewise, if your compa-
ny is located in a particular community
chat is diverse and the internal composi-
tion of the organization doesn't reflect the
community, it can be a real source of
embarrassment.

The issue here is not that you're
going to be sued—it's that people are
going to be asking questions aC sharehold-
er meetings, or there's going to be an arti-
cle about you in Newsweeh or Time. And y $%
it's not.just board members and the media
who are interested in what a company ~ ~%
looks like. There are also advocacy groups
out there that keep track of these kinds of
things.

Another impetus for developing
diversity policies is the appointment of a
minority individual to a board seat or a
senior management position. That person will sometimes
become a driving force behind various diversity efforts, includ-
ing hiring more women and minorities.

One factor that is sometimes cited in discussions of work-
place diversity is affirmative action, but its influence on the hir-
ing process is limited. Federal and state laws on affirmative
action exert their greatest impact on guidelines delineating
acceptable and unacceptable workplace behavior and on poli-
cies that govern decisions to terminate employees. When it
comes to hiring, affirmaCive action laws are relatively weak.

study pointed out that a great many minorities in companies
don't feel like they're being treated fairly, while whites think

they are. Thac finding is not surprising and probably stems pri-
marily from the fact that minorities and women have not pen-
etrated into the upper levels of most companies: There are only
three Fortune 500 companies in the United States that are run
by African Americans—and it's been 38 years since the Civil

Rights Act was passed—and women probably run only about
Eour or five of them.

Workers Experiencing Discrimination by Race

55%■ Experienced, discrimination

All White Black Hispanic Other

Source: Heidrich Work Trends Survey, 2002 
Origin Races

Prima Facie Evidence

The motivations and developments that have combined to wel-
come millions of women and minorities into the workforce
have also introduced several not-so-welcome issues into the
workplace. The presence of these issues reflects the fundamen-
tal truth that when different cultures and races come together
to work toward a common purpose, they don't leave their dif-

ferences behind; they may work for the same company, but
they still have their personal cultures, languages, and religions.
And since the workplace is where people spend the majority of
their waking hours (or nearly so), issues and sensitivities
inevitably arise, and must be resolved.

In addition, if the internal or external behavior of a com-
pany does not meet the aspirations of the people working

there, it can cause serious problems among employees and
eventually lead to litigation. For example, the Heidrich Center

www.eap-association.org

What this suggests, and what the research actually shows,
is that women and minorities make it up to a certain point in
the hierarchy, but they don't move beyond that. This is prima
facie evidence that discrimination is occurring, because the tal-
ent pool of qualified female and minority middle managers is
quite large. I think this will change as the composition of
boards changes—there's probably more diversification going
on within boards than there is within management—but it's
going to take some time.

The only three places in our society where we've made
substantial progress in promoting women and minorities are
the sports entertainment industry, the military, and academia.
These areas look very different in their leadership than corpo-
rate America looks; there are many more women and minori-
ties in leadership positions in these areas than in corporate
boardrooms. The military and universities approximate meri-
tocracies—they focus much more on people's performance and
have promoted women and minorities into top positions in
much greater numbers.

Promotion Behavior

So, both in terms of empirical evidence and anecdotal evi-
dence, barriers to promotion still exist. As a result, there is a
large and growing segment of the labor force that doesn't nec-
essarily trust the majority power structure to hire and promote
employees fairly and honestly. Unless and until that changes,
the perception and reality of discrimination will continue.
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The empirical evidence supports this argument—that the
most effective deterrent to discrimination is promotion behav-
ior, not diversity training. Ask yourself, "What is the actual pat-
tern of advancement within my firm? How many women and
minorities are in senior positions?" The answers to these ques-
tions say more about the climate of your organization than
whether you offer diversity orientations or sensitivity trainings.

Some organizations, as I mentioned earlier, have managers
who are responsible for overseeing diversity issues—people
who are charged with ensuring not only that businesses avoid
the negative consequences of litigation exposure but also that
they understand the positive benefits of diversity, such as
increased worker productivity. Unfortunately, the human
resources profession in general has trouble convincing the
finance office in companies that their work contributes to the
bottom line, that return on investment derives directly from
human capital strategies. And if you extend that argument, you
can't make a convincing case that diversity strategies contribute
to productivity, either.

It's intuitively obvious, however, that if you havQ employ-
ees who are disgruntled and demoralized due to perceived dis-
crimination, they will not be concentrating on producing the
goods and services you are selling. Providing evidence that this
is occurring can be powerful and persuasive, particularly in
organizations that have made a commitment to continuous
improvement in the area of diversity. EAPs are privy to this evi-
dence and can use it to demonstrate the effectiveness of diver-
sity policies and programs.

But the fundamental differences in how whiCes, blacks,
Hispanics, and other races perceive the way they are treated—

most tellingly, that only about half of blacks believe hiring, pro-
motion, and salary policies are fair to all workers, compared to
more than nine in 10 whites—suggest that EAPs should play a
more proactive role. Rather than simply address the issues and
concerns that arise when work organizations diversify their
labor forces, EAPs should position themselves to help shape the
ineernal labor market policies of employers regarding promo-
cion and retention, because research shows they hold the
potential for the greatest payoff.

This is not to say that diversity trainings and sensitivity
workshops are unimportant, because they do offer some bene-
fits. What it means is that EA professionals should focus their
expertise and attention on encouraging employers to hire
women and minorities, train and position them to take on the
larger responsibilities that go with senior management roles,
and then promote them when the opportunity arises. This is
particularly true of EA professionals who serve small and medi-
um-sized firms, which account for about 45 percent of the U.S.
workforce but which tend not to have diverse workplaces.

In essence, I'm talking about a different kind of affirmative
action based on helping people acquire the skills they need to
rise to the cop and promoting them when they deserve it. It's a
commitment to hiring talent, managing it, and making sure it
can succeed. If the findings of the Heidrich Center survey are
any indication, employers need [o make this commitment
sooner rather than lacer. Q
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Motivation for the Use of an On-line
EAP and Work/Life Product

Dale A. Masi, D.S.W., and Melissa Bach Tamburo, M.S.W.

University of Maryland, Baltimore

Abstract

This study examined who uses on-line employee assistance program (EAP) and work/life services and why. The data are
based on aself-report survey that was available on-line for two weeks; as pare of a commercial Web site with EA and
work/life information offered by Ceridian Corporation. The survey was completed anonymously by 477 people (34 per-
cent response rate). The typical survey respondent was acollege-educated white female, aged 30 to 50, living in a met-
ropolitan area in a household with an annual income between $50,001 and $100,000. Almost all of the users were
employees and accessed the site from work. Key motivations for using the site included the fact that the site was a com-
pany benefit and offered immediate information on specific topics, especially for parenting, financial, and emotional
well-being issues. Demographic factors were significantly associated with motivations for use of the site in five of 27
tests, with differences found in variables of race and income. The site was used mainly to obtain information and
resources and to participate in self-assessment programs. User evaluation of the service was very positive. Implications
are provided for the mental health field, EAP industry, and employers.

Key words: On-line EAP, motivation for on-line services, on-line work life.

Introduction

Rapid advances in the development of technology and increased
access to the Internet have allowed the employee assistance (EA)
field to develop new ways to provide services to its clients. Many
vendors of EA programs now offer Web-based products that
allow their customers immediate access to information and tools
and enable them to address a wide variety of issues. For exam-
ple, arecent survey of almost 1,000 EA and work/life profes-
sionals found that about three-fourths offer informational serv-
ices on Che Internet and one-fifth offer counseling .services
(Herlihy, Attridge, and Turner, 2001).

The rapid growth of these kinds of services has outpaced
research on them. The purpose of this study is to explore how
and why workers use an employee assistance and work/life Web
site.

Background and History

Ceridian Corporation is one of the largest providers of EA and
work/life programs, with more than 5 million covered lives.
Ceridian collaborated with the University of Maryland,
Baltimore (UMB) on a series of four studies, including one
designed to explore the motivations for using its Web-based
product, LifeWorks On-line OneSource. The study results will
help Ceridian continue to develop its Web product to meet the
needs of its customers.

Description of the Web Product

LifeWorks On-Line OneSource is offered commercially to
Ceridian clients through a highly secure and confidential Web,
site that is operational 24 hours a day, 365 days per year. The site
provides users wieh informaeion on a wide array of topics,
including parenting and child care, education, aging issues,
financial issues, legal issues, disability, emotional well-being, and
addiction and recovery. Users can obtain information through a
variety of methods, including viewing on-line documents, lis-
tening to audio advice, ordering materials, answering self-assess-
ment questionnaires, using service and program locators, link-
ing co other Web resources, and subscribing Co newsletters.

Research Method

Literature Review

Fifteen student researchers conducted a search of the literature
on the use of Web-based services related to counseling, employ-
ee assistance, and work/life services. The search found 109 rele-
vanc articles, which were divided into the following six cate-
gories:

(1) The need to develop standards and legal considerations for
Web-based counseling (ISMHO, 2000);



(2) Ethical aspects of providing on-line counseling and training

of clinicians for working on the Web (Balciinore, 2000);

(3) The benefits of on-line counseling, including greater access

to services, increased opportunity Co discuss sensitive or embar-

rassing topics, and improved group dynamics (Sussman, 2000);

(4) Concerns aUout offering on-line clinical services, including

the lack of access to visual and auditory communication signals

of the client, a reduced ability to properly respond to violence or
other threatening situations, and client fears about confidential-

ity and privacy (King and Moreggi, 1998);.

(5) Clinical issues related co how standard theories and practices

apply to this new technology (Hackeiman and Greer, 1998);

and

(6) How clinicians use computers in new ways as part of their

practice (Laszlo, Esterman, and Zabko, 1999).

These themes, although important, do not offer much

insight into who uses on-line counseling, EA, and work/life serv-

ices and why. To help guide their study of these issues, the

authors developed the following principal research questions:

RQl Who uses aWeb-based EA and work/Life product?

RQ2 From what locations) do users access the site?

RQ3 What motivates use of the site?

RQ4 Are demographic factors associated with certain moti-

vations for use of the Web site?

RQ5 What services are used on the site?

RQ6 How do users evaluate the site?

Academic Review Process

Prior to undertaking this project, the UMB School of Social

Work faculty approved the research design. An exemption from

UMB's Internal Review Board was granted because the study par-

ticipants were anonymous. Graduate student researchers parcic-

ipated in most aspects of this project, and all of these students

signed a confidentiality statement to proCect access to the ven-

dor's Web site and any proprietary information it contains.

Measures

A 15-item questionnaire was created for this study. Due to the

nature of several items, the questionnaire actually provided data

on 43 variables. The survey was reviewed by a class of graduate

students and faculty and was also accepted by Ceridian. It was

also pilot tested with students and faculty prior to being put on

the Web site. Despite the lack of tests for construct validity and

measurement reliability, the face validity of the items was ade-

quate for exploratory research.

with none-time assessment. of users of a commercial Web prod-

uct. Study participants volunteered to complete aself-report

questionnaire while using the site. A prompt for the quescion-

naire was presented to certain users based on an algorithm

developed to sample the population. The prompt described the

study and linked to a disclaimer with contact information for the

primary investigators.
Once a respondent agreed to participate, s/he clicked on the

prompt and answered the questions. The prompt was not

repeated if a user completed the questionnaire, thus preventing

users from participating in the study more than once. The ques-

tionnaire was available on the Web site for two weeks in January

2001. Of the 1,390 users prompted to answer the questions,

477 did so by the deadline, yielding a 34 percent response rate.

Results

The results are presented in six parts, corresponding to the
six research questions. Selected written comments are also
,provided.

RQl: Who uses aWeb-based EA and work/life product?
Table 1 presents information on the responses to the demo-
graphic factors for users of the Web site. Almost all of the study
participants identified themselves as employees of a company
that provides this on-line product as a benefit (versus being a
dependent of an employee or "other"). Female users outnum-
beredmale users by a 2:1 ratio. The typical user was between the
ages of 31 and 50, white, and living in a household with an
annual income between $50,001 and $100,000. Nearly half of

1. Gender:
Female .........67%
Male ...........29~

2. Age:
Younger than
18 years .......0.2°~

18-30 years ......27%
31-50 years ......56%
51-62 years ......12%
Older than 62 ....0.2%

3. Race:
0White ..........77 /o

Black ............8%
Native American ..0.2%
Asian ............3%

4. Highest educational
level achieved:
Less than
high school, .....0.2%

High school or
equivalent ......32%

Bachelor's degree ..45%
Master's degree ....16%
Ph.D./professional

egree ..........20/o

5. Annual salary:
Less than $25,000..4%
$25,000-$50,000 ..260
$50,000-$100,000 .43%
$100,000+ .......18%

Hispanic .........5% 6. Where you live:
Other ............2% Urban ..........23%

Suburban ........61%
Rural ...........11%

Research Design and Procedure

Note: N = 477 survey respondents.
The study featured an applied non-experimental research design Some items do not sum to 100% due to missing data.
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all users had earned a bachelor's degree, and more than four in

five lived in urban or suburban areas as opposed to rural areas.
RQ2: From what locations) do users access the site?

Access to the site was measured with a single question: "From
which location are you accessing this site: work, home, or
other?" Most respondents (86 percent) logged on to the site from
work.

RQ3: What motivates use of the site? Motivation for
using the site was examined from two perspectives: the reasons

a user logged on to the site and the issues that brought the per-
son to the site. The reasons for logging on to the site were
assessed by asking, "Please click on all categories that describe
your reasons for logging on to LifeWorks On-Line OneSource."
Respondents could choose from among 14 options, with the
typical user selecting 3.7 reasons for logging on to the site.

Table 2 lists, in rank order, the reasons for using the site.
The top two reasons were that the service was a company bene-
fit (87 percent) and that respondents wanted information on

Reason .............Percentage Reason .............Percentage

It is a company benefit 86.6 Concern not enough to

Interested in information warrant face-to-face

on specific topics ...79.4 meeting ..........12.1

Wanted immediate access Get feedback ........10.1

to information ......48.0 Embarrassing issue ...10.1

Web is preferred Alternative to benefits ..5.6
method ..........28.5 Other ..............4.8

Less time ..........28.4 prior experience with
Site recommended ....19.3 mental health

Less expensive .......18.4 unsatisfactory .......1.5

Surfing the Web .....13.0 Disability or illness ....0.4

Note: N = 477 survey respondents. More than one reason could be
selected. Average of 3.7 reasons per respondent.

Issue ..............Percentage Issues ..............Percentage

Parenting ..........32.7 Health and wellness ...13.4

Financial concerns ....31.6 Education ..........10.5

Emotional well-being ..23.4 Legal ..............9.6

Everyday issues ......17.8 Other ..............3.8

Work .............17.6 Addiction and recovery .1.5

specific topics (79 percent). The third most popular reason (48

percent) was to obtain immediate access to information. The

nine least popular reasons for use were indicated by fewer than

one in five study participants.
The specific issues that brought users to the site were meas-

ured by asking, "What was the issues) that brought you to this

site?" Study participants could choose from among 11 issues,
with the average respondent selecting 1.7 issues. Parenting~child

care (33 percent) and financial (32 percent) concerns were cited

most frequently, while nearly a quarter of respondents reported

emotional well-being (mental health and personal issues) as an

issue. Addiction and recovery, historically an important issue

area for EA programs, was cited by the fewest number of

respondents (1.5 percent).
RQ4: Are demographic factors associated with certain

motivations for use of the Web site? As the primary focus of

this study was to determine motivations for use of the Web site,
possible associations with certain demographic variables were
also explored. Due to the large number of chi-square tests con-
ducted, amore conservative threshold of statistical significance
was applied (p<0.01 versus the standard p<0.05) to determine
if a relationship existed beyond chance levels.

Gender, race, and income were analyzed for possible differ-

ences on nine of the motivations, including five of the reasons
for use of the site and four of the issues that brought users to the
site. These variables were chosen because they were among the
most frequently reported responses to the survey and/or

addressed issues identified in the literature review regarding the
Web eliminating barriers to traditional treatment modalities.
Age, education, and location were not examined for associations
with motivations for Web site use.

Overall, demographic variables had significant results in
only five of the 27 tests conducted, meaning gender, race, and
income were not associated with most of the motivations for

Web site use. For example, the gender of the user had no differ-
ence in eight. of nine tests, although use of the site to obtain
information on a specific topic was significantly more common
for males than for females (88 percent versus 76 percent, respec-
tively).

The item used to measure race was collapsed from six cate-
gories into a dichotomous variable of "white" and "respondents
of color." This was done to aggregate the small number of

respondents who are not white (23 percent of the sample was
black, Native American, Asian, Hispanic, or "Other").

Web use for parenting and child care issues was more com-
mon for respondents of color than for whites (46 percent versus

30 percent, respectively). Using the Web site for issues consid-
ered too embarrassing to share with another person face-to-face
was also more common among respondents of color than
among whites (19 percent versus 8 percent, respectively). Race
was not associated with the other seven motivations for use that
were tested.

Older adults ........14.7 
Respondents' salary was significant in two of nine tests on

motivations for use. The lower the level of income, the more
Nore: N = 477 survey responden~s. More than one issue could be selected. likely the user had a financial issue or an issue too embarrassing
Average of 1.7 issues per responden~. to share in a face-to-face setting.
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In summary, the majority_ of exploratory tests found that
variations in gentler, race, and income did no[ have a significant
impact on motivations foi• using the. Web site. However, nearly
20 percent of findings linked parenting and embarrassing issues
to persons of color and financial and embarrassing issues to
lower incomes.

RQS: What services are used on the site? The services)
used while on-line were assessed with a single item: "Which
services did you use during the visit?" Nine response options
were listed, of which the average respondent used 1.4 per visit.

The most frequently used services, in rank order, were to
order materials (34 percent), to participate in self-assessment
programs (25 percent), and to use Che child care locator (18 per-
cent). Services used by fewer than one in 10 participants include
the elder care finder service (8 percent), college search service (7
percent), and the Pay-Trust service (3 percent). These findings
show thaC respondents are using Che site mainly to obtain infor-
mation and resources to help them address the various issues
that brought them to the site and to actively participate in self-
help programs.

RQ6: How do users evaluate the site? User evaluation of
the site was measured with two items. The first item asked,
"How would you rate Chis service?"; the other item asked, "How
likely is it you will use the Web site again?" The vast majority of
respondents (92 percent) found the site either helpful or
extremely helpful, while 93 percent reported they would be like-
ly or extremely likely to use the site again.

Written Comments

Respondents could provide additional information on the rea-
sons they were using the site or the issues that had brought them
to the site, but fewer than 5 percent did so. Due to the low num-
ber of written comments, a full analysis is not provided and only
selected examples are presented.

One respondent commented, "My son's girlfriend is having
a difficult time coping with a rape that happened six months
ago." Another noted "[I am] experiencing marital problems, and
I don't know who I can talk to about this." A third user wrote,
"I'm the H:R. Coordinator and wanted to check the site out so I
can better inform my employees." Other comments included
"have grandchildren and was interested in the information about
computer games," "death of a parent," and "may relocate to
another part of the country with spouse."

Conclusions and Implications

The research study was the result of a collaboration between
university researchers and a vendor of employee assistance and
work/life services. The data are based on aself-report survey that
was completed anonymously by almost S00 people while using
a Web-based information and resource product (LifeWorks On-
line OneSource by Ceridian). The study examined who used the
Web site and why, the issues involved, the kinds of services
used, and user satisfaction with the site.

Results indicated that the typical survey respondent was a

white, college-educated female, age 30 to 50, living in a metro-
politan area in amiddle-income household. Almost all of the
survey respondents were employed and most accessed the site
from work.

The typical user had more than three reasons for using the
site, with the most common ones being chat (1) the Web prod-
uct is a company benefit, (2) users wanted information on spe-
cific topics, and (3) users wanted immediate access to informa-
tion. Most users indicated that more than one issue had brought
them to the site, with the mosC common ones being parent-
ing/child care, financial problems, and emotional well-being.

Gender, race, and income did not make a difference in most
of the motivations for use of the site. The site was used mainly
to obtain information and resources and to participate in self-
assessment programs. User evaluation of the product was very
positive.

Strengths and Limitations

On-line services are on the "cutting edge" of the EAP industry
and meriC research attention. This study provides a first step
toward understanding who uses on-line EAP and work life serv-
ices, motivations for use, services used, and user satisfaction. An
extensive review of the literature and annotated bibliography
were compiled that can serve as a reference for others in the field
(please contact the auChors directly for a copy of the bibliogra-
phy).

A strength of Che study is that the survey response rate of 34
percent is good for an applied research context (and even high-
er than the 28 percent rate of response to an earlier survey by
the same vendor). Also, because aWeb-based survey tool was
used, the raw data were collected electronically, eliminating the
possibility of human error in data entry.

A limitation of the study is that because the participants
were self-selected volunteers, the results cannot be generalized
to the entire population of users of this Web site. It is possible
that those who did not choose to participate in the survey differ
in some way from those who did. A test of this possibility, how-
ever, could not be attempted because the researchers were not
given access to information abouC non-participants.

Moreover, this was a study of one Web-based EA and
work/life service provider. It is not known whether similar
results would be obtained from a study of other Web sites.
Finally, the site examined in this study offers informational serv-
ices to its users and as such did not yield an opportunity to
research Web-based counseling services of a more clinical
nature.

Recommendations

This study provides new information for both providers and
purchasers of mental health, EA, and work/life services and
leads to the following recommendations for the mental health
field, the EAP industry, and employers:

Implications for the mental health field. The Web prod-
uct in this study was well received byemployees—more Chan 90



percent of survey respondents found the site helpful and said
they'd use it again—and the use of such products is likely to
grow in the future. The mental health field should recognize this
trend and respond with appropriate standards and practice
guidelines to ensure quality and confidentiality.

Implications for the EAP field. As more businesses offer
Web-based EA and work/life services, it is important to know
which kinds of employees are using them. The demographic
profile of those who completed the survey suggest that this new
delivery channel is most appealing to females, whites, urbanites,
and those with college educations and annual household
incomes in excess of $50,000. This profile suggests that EAPs
and other health providers need to consider how to broaden the
audience for users of these services.

The study found that demographic factors had little corre-
lation with specific reasons and issues that brought users to the
site. Persons of color used the site more often for parenting/child
care issues and for embarrassing issues than did whites, and per-
sons with lower incomes used the site more often for financial
issues and for embarrassing issues than did those with higher
incomes. The finding that more women than men used the site
is consistent with the gender mix typically found for telephonic
and in-person services for EA and work life.

The sample in this study was composed almost exclusively
of workers whose employers provide this Web service as an
employee benefit (users typically accessed the site from work).
The EAP industry should recognize the value-added benefit of
outreach to employees' family members and explore ways to
ensure that Web-based services are made available to them.

The findings of the literature review indicate that the EAP
field needs to engage in further research of on-line service deliv-
ery and provide guidance on both national and global practice
standards.

Implications for employers. The study found that about
seven of every eight users of the site accessed it from work (note
that this item does not indicate whether the site was visited dur-
ing scheduled work time, during breaks, or before or after work
hours). This finding is critical because it raises questions about
the impact of such use on workplace productivity and about the
privacy and confidentiality of users.

On-line services could either interfere with work tasks or

help boost productivity and lower absenteeism by providing
employees with immediate access to needed information and
services (indeed, study participants cited the speed and avail-
ability of the Internet as reasons for using the service). More
research is needed that directly measures how workplace out-

comes are affected by use of on-line EA and work/life services.

Also of concern is the issue of user privacy. Although

not specifically examined in the survey data, this project

did find the issue of confidentiality to be a major theme in

the literature. Some workers may fear that if they use their

employers' computers to access Web-based EA and

work life services, their use could become known to the
employer. Such fears about data privacy could reduce over-
all use of the service. On-line providers should discuss con-

fidentiality issues with their clients and help them develop

policies regarding appropriate use of the site and confiden-

6

tialil~~ is~u~-~.

suture Research

This project focused on who uses Web-based services and for

what reasons. Many other areas could be examined. Research

questions for future studies could include the following:
• How many employees use these kinds of services?
• What impact does on-line service delivery have on the user?

• How does the use of Web-based services compare with face-

to-face or telephone services?
• What are the strengths and limitations of on-line services?
• How can this kind of technology be used to reach under-

served client populations or increase engagement of individ-

uals in need of treatment and/or services?
Future research could also explore the variety of on-line

services offered, including 12-step groups, moderated chat
rooms, e-mail counseling, and instant messaging sessions. The
effectiveness of these modes of Web-based service should be

explored and compared.
This study found that most users of the site fit a certain

demographic profile. In addition, some issues were more com-
mon among users of the site depending upon their race and
income. It is therefore recommended that demographic factors
be explored further in future studies.

A better understanding of cultural, gender, racial, and class

differences may help identify how the Internet can become a

new resource for those who would not traditionally seek servic-
es over the phone or in person. Such research could aid in the
development of Web sites that benefit all who use them to
address EA and work/life issues.
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QUALIFIED SAP SERVICES

♦ DOT AND NON-DOT SAP SERVICE
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IF YOU NEED A SAP, CALL

1-888-792-2727, DIAL 2

If you are a SAP Specialist and

would like to join the ASAP Network,

call Jen Striae at 888-792-2727,

Ext. 106, or apply at: www.go2asap.com
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Guaranteed On-Site,

On-̀ I'ir~ie, Cvery 1'irue.

■ Largest Dedicated Private Sector CISM

Network in the World

■ A Single Point of Access to 24/7 Services

■ CISM Defusings and Debriefings, Grief

and Losslntervention, Corporate

Downsizing Support

■ Web-Based Referral, Case Tracking, and

Reporting Capability

■ Response Protocols Tailored to Meet

the Needs of Your Client Companies

■ 2 Hours Maximwn Total Travel Timc to

Any Location in the Continental U.S.

\,~
CRISIS CAKE NETWORK

Auy Crisis. Nry(irne. Anyudmrv.

w www.crisiscare.com 7888.736.0911
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~V at are EAl's?

In the course of little
more than three
decades, employee
assistance programs
have become com-
monplace in work
organizations, like
two weeks' paid vaca-
tion or a 401(k) plan.
More than 90 percent
of Fortune 500 com-
panies provide EAPs
to their employees, and surveys show
that as many as two-thirds of medium-
sized firms offer them as well. The U.S.
Department of Labor, the Society for
Human Resource Management, and
numerous other agencies and organiza-
tions promote EAPs, not only as a means
of assisting workers with alcohol and
drug issues—their original mission but
also to help maximize workforce per-
formance and productivity.

But what, exactly, are EAPs, and what
services do they provide? The answers, it
seems, differ from workplace to work-
place. Ironically, as EAPs have become
more and more popular they have
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become less and less
understood, provid-
ing services that
employers say are
useful but cannot
clearly identify or
quantify.

With the advent
of work life pro-
grams, wellness pro-
grams, and other
employee benefits,

the pressure on EAPs to distinguish
themselves and demonstrate their value
has reached the breaking point. The EAP
Core Technology and definition, devel-
oped by the Employee Assistance
Professionals Association, can serve as
starting points for this process, as can the
program standards listed in the
"Guidelines and Professional Standards
for Employee Assistance Programs" (also
developed by EAPA).

What are EAPs? Perhaps the better
question to ask is, "What will EAPs look
like three decades from now?" The
answer to that question depends on what
EAPs do, and don't do, today.

www.eap-association.org



Consultative services
Providin Added Value

to Em to ersp ~
by Brenda R. Blair, M.B.A., CEAP

recently told a senior vice president for human resources
that perhaps he should stop paying for his employee assis-
tance program. The EAP he described was a passive, low-
level counseling service that was defined as an employee

benefit. It was not strategically aligned with his human
resources objectives, made no attempt to anticipate or respond
to employer needs, and did not play a neutral, problem-soly-
ing role. The vice president saw his EAP as an employee serv-
ice of no real value to the organization and had no idea that an
EAP could offer many more services than his was providing.

The perception of an EAP as a service for employees, one
chat is primarily clinical or informational in nature, is wide-
spread in the United States and internationally. Many EAPs
have become increasingly skilled at providing high-quality
services to individuals. Their call centers function with extreme
efficiency to provide immediate access to telephonic counsel-
ing or links to awell-ordered network of qualified profession-
als. Their on-line services, including databases, self-assessment
instruments, and information resources, improve ease of access
and allow a variety of work/Life services to blend seamlessly
with traditional EAP services. Advances in technology make
managing service delivery easier and more cost-effective.

However, for many EAPs, the focus on individuals has
been paired with a decreased emphasis on services to the
organization, and the EAP's role as the employer's expert con-
sultant on human dynamics in the workplace has often dimin-
ished. This has occurred for a number of reasons. First, as
responsibility for EAPs has been delegated to benefits depart-
ments rather than employee relations or human resources
offices, EAPs have been defined more narrowly. Second, down-
ward price pressures experienced by external EAPs and budg-
et limitations imposed on internal EAPs have forced both to
concentrate on the immediate needs of individuals at the
expense of larger organizational issues. Finally, some EAPs
have chosen to define themselves as primarily clinical and indi-
vidually focused rather than as independent problem-solvers
serving both individuals and the employer.

Brenda Blair is principal of Blair & Burke, a consulting firm specializing in
areas where employer productivity issues and employee personal concerns
overlap. She has been an EAPA member since 1976. She can be reached
at (979) 693-7268 or bblairCp?blairandburke, tom.

Employers, for their part, have come to expect less from
their EAPs and often do not avail themselves of organizational
services offered by these programs. One exception has been
critical incident management services, which are highly valued
by employers (and are sometimes the only EAP organizational
service that managers can identify and describe). After the ter-
rorist attacks in September, many employers reported a
renewed respect for the organizational interventions provided

Any definition of an EAP must

include the provision of value to

both individuals and employers.

by their EAPs. Several EA professionals, meanwhile, noticed an
increase in requests for other kinds of consultation and used
this opportunity to reintroduce a more strategic vision of
employee assistance to employers.

Nevertheless, there are many so-called EAPs that, in the
view of their customers, sit in a corner waiting to be called
upon. They are appreciated as an employee benefit but are not
viewed as critical to an employer's human resources mission.

How is it possible that a profession with standards, defini-
tions, and a Core Technology can seem so ill-defined and
amorphous to its customers?

Indicators of Value

Unfortunately, this question has challenged the EA profession
for many years. In 1996, the Employee Assistance Professionals
Association (EAPA) sponsored a research project to determine
what human resources managers think about EAPs. The major
findings of the study, conducted by LaScola Qualitative
Research, were that most human resources managers under-
stood what EAPs are, valued them, considered them inexpen-
sive, and had no intention of canceling them. But they did not
see EAPs as highly visible programs, nor did they have high
expectations for them. In short, they saw an EAP as "nice to
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have" but not a contributor to the organization.
During economic downturns, "nice co have" programs are

easily eliminated. Even in the toughest times,. however,
employers endeavor to maintain programs they perceive as
adding value to the organization. Therefore, any definition of
an EAP must include the provision of value to both individuals
and employers.

EAPs, whether internal or external,

need to ash themselves when they last

had direct, personal interaction with

the employer's hey decision makers.

The true value of a good EAP cannot be overestimated, but
it is clear that some EAPs are not providing full value. What are
some value indicators?

Utilization. Adequate utilization is a minimum expecta-
tion. Unfortunately, different methods of calculation and low-
quality reports to management have caused employers to ques-
tion the value o[ their EAPs. (See the "EAPA Standards and
Professional Guidelines for Employee Assistance Programs" for
a discussion of utilization and other measures.)

Professional expertise. Employers expect good service
from EA professionals who have suitable clinical qualifications
and experience in the work world. Employers can easily
become frustrated when clinicians fail to consider the work-
place impact of specific situations.

.Consultation. If an EAP focuses solely on providing coun-
seling services, it is failing to deliver half its value. EAPs should
position themselves as strategic partners with employers.

Solving difficult problems. Historically, EAPs have been
the first to deal with stigmaCizing and challenging situations,
such as employee alcohoUdrug problems, violence in the work-
place, HIV/AIDS, domestic violence at work, eating disorders,
gambling, workplace harassment, and other issues. If an EAP is
good only at addressing straightforward clinical situations, it is
not providing full value.

Initiative. An EAP that is truly providing value will iden-
tify trends, issues, needed services, and approaches and will
talee the initiative to present these to the employer.

What EAPs Can Do

Both EA professionals and employers can take steps to
strengthen the definition of an EAP, add value to the organiza-
tion, and position EAPs for future growth. Consider the fol-
lowing:

Align with the company's human resources objectives.
Human resources professionals have recently given much
attention to the need to align their services and strategies with
an employer's overall business objectives. Likewise, an EAP
should focus on enhancing and aligning with these objectives.

Think and act strategically. Too many EAPs view them-
selves as a service that is "provided" rather than a proactive,
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productiviCy-oriented enhancement co the organization's effec-
tiveness. To add value, an EAP must understand how an organ-
ization works and must position itself strategically.

Revisit the EAP Core Technology and professional

standards. The Core Technology and the "EAPA Standards and
Professional Guidelines for Employee Assistance Programs"
clearly emphasize the importance of serving multiple clients. At

least annually, review your program against these benchmarks.

Also, make copies of these documents for your employers.

Sharing this information will help differentiate your services

from those which do not meet minimum standards.
If it's not an EAP, call it something else. All EA profes-

sionals are sometimes called upon to provide services that are

incomplete, tangential, or somehow "not quite" a comprehen-

sive EAP but which nevertheless meet an identified need.
When this happe~is, doing one's best to fulfill the request
demonstrates responsiveness and can open the door for further

EAP activity. If these services do not constitute a full EAP (e.g.,
a telephone crisis line or a program for people who test posi-
tive on a drug test), they should not be labeled as such.

Work with organized labor. Even if the EAP is not spon-

sored jointly by labor and management, organized labor organ-

izations can play a crucial role in enhancing the effectiveness of

EAPs. Managers sometimes fear direct interaction between

EAPs and unions, but a proactive EAP can explain the added

value of collaboration by citing examples of labor/management
success with EAPs. In such situations, the EAP must be knowl-

edgeable about organized work settings, skilled in diplomacy,
and very conscious of boundaries.

Become proactive and consultative. To add value, an

EAP must know and anticipate the needs of the work organi-
zation. EAPs, whether internal or external, need to ask them-

selves when they last had direct, personal interaction with the

employer's key decision makers. These include not only the

people directly responsible for managing the EAP, but also

security and safety professionals, legal counsel, line managers,

union officials, occupational health professionals, and others.
Define your consultation as valuable in and of itself.

Historically, EAPs have included consultation in a package of

services, but time and cost pressures have caused consultation
to fall to the bottom of the priority list. Some external EAPs
have had success in defining consultation as distinct services
for which separate fees are charged. Ironically, when charged
separately, these consultation services appear to be more
respected and desired by employer customers. Internal EAPs
can achieve similar results by labeling specific consultation

services differently from general EAP services.
Stay abreast of trends in the workplace. A good EAP

must be knowledgeable about employee demographics, legal

issues, regulatory constraints, economic considerations, and
the factors affecting an employer's business decisions. A good
EAP can describe the products, working conditions, and
human resources issues of its major clients.

What Employers Can Do

Following are some steps employers can take steps to strength-
en the definition of an EAP, add value to the organization, and
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position EAPs Ior future growth:
Reconsider your expectations for your EAP. How do

you define your EAP? Is it a benefit, a "nice to have," a worth-
while service for employees in trouble? Or is it all these things
phis an integral part of your problem-solving and preventive
approach to addressing human factors in the workplace?
Reflect on and list your priorities for your EAP and consider
whether you are getting full value.

Test your EAP's ability and willingness to take on a
consultative role. Some EAPs have always been skilled in (and
eager to provide) consultation services, vut have found
employers reluctant or unwilling to conceptualize EAPs as a
comprehensive service. These EAPs wi11 welcome your
requests; others, however, may not understand this role. If the
response to your consultation request is "we don't do that,"
consider getting a different EAP. There may be times when an
otherwise good EAP cannot provide consultation because it
lacks the requisite staff skills (no one is good at everything, and
honesty about skills is an ethical requirement for EA profes-
sionals). In such cases, the EAP should offer to assist you in
defining your request and finding the best possible resource.

Demand that your EAP function as a strategic ally. The
human aspect of work is increasingly complex and includes
issues such as diversity, work/life balance, safety, threats of vio-
lence, physical and mental health issues, and changing demo-
graphics. The EAP perspective, which blends knowledge of
mental health, addictions, personal issues, and workplace con-
siderations, is unique and should be an integral component of
employer task forces addressing human factors at work.

AdCare Hospital
is a comprehensive medical facility

committed to the treatment of alcohol and
drug addiction and their associated

problems, and to the prevention of the
disease through education.

Our services include:
Inpatient and Outpatient Care,
Day and Evening Treatment,

Support Groups and
Community Service Programs.

AdCare Hospital
of V~orcester, Inc.

107 Lincoln St., Worcester, MA O1C05

1-800-ALCOHOL

Be willing to pay for quality. The definition of an EAP as
a benefit his led to actuarial analyses for determining prices
and budgets. Utilization rates, hours of sen~ice, and call
response times often form the basis for such calculations. Some
large. health care organizations have used EAPs as a loss leader,
reducing EAP fees to gain other kinds of market share. All of
this has worked against the best interests of the employer. EAPs
can save hundreds of thousands of dollars for a company by
successfully managing or preventing just one potentially explo-
sive situation. A savvy employer will pay for consulCation and
high-level strategic guidance from an EAP.

Strategic Partners

EAPs today have a wonderful opportunity to add value to
employers interested in managing costs effectively, expanding
globally, and aligning their human resources strategies with
their overall business objectives. But to benefit from this oppor-
tunity, both the EAP and the employer must be clear about the
role and definition of the EAP.

Employers need EAPs to act as strategic partners in
addressing the human factors in workplace productivity. EA
professionals, for their part, must be more involved in helping
employers develop initiatives to respond to increased employ-
ee diversity and in projecting employee needs in the future.

If your EAP is considered just a "nice to have" counseling
service, iC probably is not functioning as a comprehensive EAP
and is not making a significant contribution to strategies for the
future. A successful LAP will add value to the employer organ-
izaCion in concrete, measurable ways. Q
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creating healthy workforces takes
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We help employees achieve financial fitness.
Toll-free InfoLine open 6 days a week

Free, confidential counseling to ease their fears

Financial planning to reach their goals

Credit Report Review to know where they staizd

Debt Management Plan to get them back nn their feet

On-site workshops &training helping you help them

800.8o8.4F,AP balancepro.org
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Und~erstandin the Customerg
Usin the Thera euticg p
Process to Sell EAPs

by Don Labe, CEAP

s an employee assistance consultant and salesper-
son, Ibelieved for years that my job was to edu-
cate prospective customers about the many fea-
tures and benefits of my services. 'I assumed I

knew all the reasons a company would be interested in EA
services, so I offered statistical data and research to show the
return they could expect on their EA investment. After all was
said and done, the prospect would ask for a price quote, tell
me what a great presentation I had made, and assure me I
would get a call within a week or two with the decision.

Most of the time, I would leave thinking I had made a
good impression. But even after a great presentation, I would
often wonder, "Did the prospect truly understand the many
ways I could assist them with their most challenging workplace
behavioral problems? Did they really believe I could help them
reduce the risks and costs associated with these problems?
Would they be able to see the differences between our services
and those of other vendors? Would they make their decision
based solely on price?"

Unfortunately, as I was dazzling prospective customers
with information about all I could do for them, I was failing to
ask why they were interested in an EAP in the first place.
Although I was talking a lot about consultation services, I was-
n't practicing what I was preaching. I was trying to convince
prospective clients rather than understand them, trying to sell to
them rather than consult with them.

Something I heard 'at a seminar—that the number-one
need of customers is to be understood—helped bring the folly
of this approach into focus for me. When the truth of that
statement sunk in, I had to ask myself, "Why am I spending so
much time educating prospective customers and trying to get
them to understand me?"

Making an Emotional Investment

The problem with Crying to understand corporate customers is

Don Lake is president and chief executive officer of First Sun EAP Alliance,
Inc., in Columbia, South Carolina. He has been providing employee assis-
tance services for more than 20 years and currently is interested in devel-
oping economy-of-scale resources and ease-of-networking procedures
with external EAPs in other states. He can be reached at (803) 376-2668
or at don.lakeC~firstsuneap. tom.
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that, like clients in therapy, they typically are not very self-dis-
closing. They may indicate up front they want an EAP that
"allows employees to get assistance with personal problems,"
just as clients often begin a therapy session with something like
"My wife says we have a communication problem." An EA pro-
fessional can invite more disclosure from such a client by ask-
ingseveral questions, such as, "Could you say more about that?
How long have things been this way? Is this really a major con-
cern for you? What have you done to try to fix it? How did that
work? What would happen if you weren't able to fix this prob-
lem? Do you really want to find a new way to deal with this?"

In the same way, EA professionals can try to gain a better
understanding of the needs of corporate customers. Helpful
questions would include, "Are you spending much of your
time helping people with personal problems? Are you the only
one in your department who deals with these problems? How
much do you suppose this costs? How long has this been going
on? How does this affect your departmental budget? How have
you tried to fix it in the past? How did that work? What would
your staff do with all that time if they weren't dealing with
employee problems?"

Note that in neither scenario does the EA professional
describe the many features and benefits of his/her services or
attempt to impress the customer or client with the latest
research findings. For example, when the client discloses a
communication problem, the EA professional doesn't say, "I
help couples with communication problems all the time, and
here are several options for your consideration." Instead, the
EA professional helps the client understand and describe the
depth of his problem and persuades him to define the conse-
quences of living with the problem and the costs associated
with making desired changes. In order to continue their rela-
tionship, the client has to convince the EA professional that he
is willing to invest what it takes to make chose changes.

Most prospective corporate customers have at least a cou-
ple of organizational problems that are pressing at any given
time, but they often describe their needs in terms of anticipat-
ed solutions. When they say, "We need counseling services for
our employees," they generally mean, "I hope counseling serv-
ices for employees will help me solve my (undisclosed) prob-
lems." Asking "Can you tell me more about that?" moves the
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process toward an exploration of their problems, while saying
"Let me show you how we can help your employees" shifts ehe
discussion toward a resolution that includes little, if any, emo-
tional buy-in from the prospective customer.

This "therapeutic" process is aimed at helping prospects
undersCand the depth of their problems, the costs and conse-
quences of living with the problems, and the costs associated
with making desired changes and identify whether they are
willing to spend the time, money, and other resources neces-
sary for .changes to occur. When prospective customers are
invested in identifying problems and creating solutions, there is
no need for them to compare features and benefits.

The problems our prospective customers identify haven't
changed much in recent years: They still report that 80 to 90
percent of their workplace behavioral concerns result from just
10 to 20 percent of their employees; they acknowledge that
supervisors typically wait for a crisis to occur before con-
fronting employees about poor job performance; they want to
reduce risks associated with fitness-for-duty and threat-of-vio-
lence concerns; and they worry about absenteeism, turnover,
and the rising cost of workers' compensation claims. BuC they
often tell us initially that all they want is a place to send
employees for help with personal problems (which is the com-
modity solution for all concerns).

When we resist educating customers about commodity
solutions and help theirs explore their issues, we accomplish
two things: We get an emotional commitment to resolve spe-
cific problems, and those problems become benchmarks for
determining the customer's return on investment. As we know
from our work with individual clients, if there is no emotional
investment to identify and resolve problems, therapy is typical-
ly not successful

Distinguishing Our Services

Applying clinical principles to corporate sales was truly awk-
ward for me at first. It was hard to resist 20-plus years of sell-
ing features and benefits and my intuitive desire to educate cus-
tomers. While this approach may not be right for everyone, I
find it offers useful parallels in identifying customer needs and
in establishing my role as a consultant before a sale is made.

Meeting a prospect without a comprehensive proposal in
hand may seem unprofessional to some. I am convinced, how-
ever, that prospective customers know more about their needs
than I do. If I am to distinguish my services from aone-size-
fits-all product, I must engage prospects in a process that helps
them discover a reason for us to work together.

Of course, using a therapeutic process to understand a
customer's needs doesn't always result in a business agreement.
As is the case when working with individual clients, prospec-
tive customers (and EA professionals) sometimes have agendas
that get in the way of establishing working relationships.
Customers may realize their problems are more complex than
initially thought and that meaningful changes would require
more time, effort, and commitment than are available. EA pro-
fessionals, meanwhile, often are so busy trying to get customers
to understand the features and benefits of their services that
they fail to recognize underlying customer concerns.

The therapeutic process helps bring such concerns to the
surface. if they can be appropriately. addressed, the parties can
move forward together; if the parties are not willing or able to
address identified problems, everyone saves time and money
by arriving at that conclusion early in the process.

Using a therapeutic process with prospective customers
typically doesn't produce significant changes in the terms and
conditions of our contracts. After all, we offer most customers
the sane options for comprehensive EA services. The differ-
ence lies in the customers' commitment to use those services to
address problems they have identified.

If the number-one need of every customer is to be under-
stood, then my job as an EA professional is to help prospective
customers understand the depth of their needs and identify
goals for change. When I reach that place with customers, they
begin telling me how they can use EA services to resolve their
specific problems rather than the other way around.

While there are exceptions, it is not unusual to hear EA
professionals say that selling is the least enjoyable aspect of
their jobs. They see themselves as professional consultants, no[
salespeople. Many view sales as something that is done to cus-
tomers raCher than something that is done for them.

By using the principles of their favorite therapeutic model,
perhaps. some of those EA professionals will be able to
"reframe" sales as Che first step in understanding a customer's
needs. To that end, they may discover a more comfortable
salesperson within. 0
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Cony etenc -Based Coachinp Y g
Drawin on Traditional

EA Skills
by Andy LeFave, CEAP

oaching individuals in ways that support their
personal and professional success has always been
a part of an employee assistance professional's
work. It flows directly from [he EAP Core

Technology: "Consul[ation...to work organization leadership
seeking to manage the troubled employee, enhance the work
environment, and improve employee job performance."

As chief executive officer of Alliance EAP, I was the nation-
al director of EAP services for Dell Computer throughout the
1990s. During that time I became aware of a growing interest
in compeCency-based leadership development.

Under this approach—which is now the standard for
organizational leadership developmenC—the executives of a
company identify managerial competencies or skills they con-
sider critical to organizational success. Employees are then
rated on how well they exhibit these competencies in the
workplace. These "360 Assessments" comprise feedback from
the employee, his/her manager and peers, and workers who
report directly co the employee. Based on the assessment, the
employee creates a development plan and solicits coaching
support to enhance competencies that need improvement.

When Dell inaugurated its leadership development pro-
gram, Iwas asked to advise on the development of the coach-
ing consultants network anc1 participate in initial training for
coaching. During this process I recognized that certain aspects
of EAP work resemble coaching. For example, when we help
an employee or manager acquire a skill or competency that
may be critical for his/her success, we are functioning in the
role of a coach. Coaching also utilizes many of the traditional
skills of EA professionals: listening, helping people define
goals, and partnering with them to create change.

I began building a coaching model for our EAP and short-
ly thereafter introduced coaching as an EAP product at Dell

Andy LeFave began his employee assistance
career in 1985 at Motorola. Three years lafer he
founded Alliance EAP and directed corporate-
wide EA programs for Dell Computer
Corporation and International Sematech. He sold
Alliance in 2001 and currently is a partner at
Summit Consulting—LLP in Austin, Texas. He
can be reached at alefaveC~summitconsulting-
llp.tom.
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and o~ir other corporate clients. We aligned our coaching serv-
ices with the language used in leadership development coach-
ing to ensure congruence with, and a continuation of, the pro-
fessional development process.

Core Characteristics

As we began providing coaching through the EAP, we noticed
that it removed barriers to EAP utilization. Employees who had
thought of the EAP solely as a mental health service now
looked at it as a broader resource.

Positioning the EAP as a coaching resource also made the
referral process easier for managers. Supervisors who wanted
to refer an employee to the EAP to get help with their com-
munication skills could now talk about an opportunity for a
competency-based coaching experience as opposed to a refer-
ral for counseling.

Typically, competency-based coaching will have several
core characteristics:
• It is organized around well-defined, behaviorally specific

competencies.

• Ic utilizes classic leadership development techniques for
acquiring skills.

• The identification of the developmenC need is based on
objective feedback.

• Acquisition of the identified competency will correlate with
career success.

When an EA professional provides assessment and/or
short-term counseling services, the approach tends to be prob-
lem- or symptom-focused. When we support a client in
acquiring a skill or competency, we are carrying out a learning
intervention. Labeling the learning intervention as coaching
produces several benefits:
• More accurate labeling lends clarity and focus to the effort.

• Coaching is easier for a manager to sell as a referral.

• Coaching is an easier referral for the employee to accept.

• Coaching defines the effort in performance and productivi-
ty terms.

• Parallels can be drawn to the organization's leadership
development competencies.
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Remedial Coaching

Employees presenting For LAP coaching services wi11 fit into

one of two categories: remedial coaching clients and develop-
mental coaching clients. Knowing the category of client you are
working with will help you understand and support the client's
motivation. This is critical, because the strongesC predictor for
success in the coaching process is the motivation of the client.

There is one screening question that will help clarify
whether the coaching is remedial or developmental in nature:
Is there anyone in the organization who is more invested in the
employee acquiring the competency than the employee? If the
answer is yes, then the process can be understood as remedial
coaching. In these cases, it will be important to help the client
develop the necessary motivation to successfully acquire the
identified competency. This can be done by comparing the cost
of not acquiring the competency with the benefit of gaining it.

Remedial coaching, is indicated when there is an issue in
the workplace that exists because of an employee's inability to
demonstrate a particular skill or competency. It is most likely
that the referral for remedial coaching will come from someone
other than the employee. That person—typically the employ-
ee's manager or the human resources manager—may well be
the most motivated stakeholder in the learning effort.

To better understand remedial coaching referrals, consider
the case of ̀Joe," an employee who is highly results-motivated.
Joe's enthusiasm earned him an assignment. to a project team
on which he is one of seven cross-functional team members.
The project team has been given responsibility for addressing
unacceptable levels of waste in the production process.

Joe has been alienating his peers by coming across as over-
bearing and "trying too hard." It's not Joe's emphasis on meet-
ing or exceeding team goals that bothers the other team mem-
bers; it's how he behaves. On the production floor, Joe is con-
descending toward the production operators whose work he is
observing. In team meetings, meanwhile, he has difficulty
acknowledging any value in the input of other team members.

Joe's manager knows that Joe's immaturity and lack of
political savvy are compromising the team's effectiveness.
Unfortunately, her efforts to get Joe to respond to her perform-
ance concerns have not been successful, and she is becoming
increasingly frustrated. She explains her problem to her human
resources manager, who in turn informs her of the new coach-
ing services available through the EAP. The manager sees this as
a potential solution to the problem and is comfortable about
making this type of referral.

The manager speaks with Joe and introduces the idea of
coaching, tying it to the goal of helping Joe gain the skills he
will need to get ahead in the organization. Because the referral
is presented in this way, Joe approaches the process with more
openness than he otherwise might.

After interviewing Joe, establishing rapport, and determin-
ing that the referral is indeed a coaching issue, the EA profes-
sional explains the coaching process. Since Joe has not identi-
fied the problem, it takes some exploration to help Joe become
motivated about the coaching effort. After adequate motivation
is in place, the EA professional and Joe decide that Joe will
focus on developing greater competency in the areas of com-

munica[ion and organizational politics. They draw up a devel-
opmenc plan Co reach that goal, using adu1C learning principles
and paying particular attention to the environmental factors
that affect the plan.

Developmental Coaching

Developmental coaching is indicated when there is a gap chat
exists between an employee's current level of skill and the level
at which s/he wishes to perform. A developmental coaching
referral typically will originate with [he employee, and a self-
referred employee is the most motivated stakeholder in the
coaching process and has an appreciation for the value of the
opportunity.

Consider the case of Maria, afirst-line manager who is in
line for a promotion. Maria knows she has not demonstrated
comfort around senior management nor been effective with
group presentations, and she also knows that management is
aware of this skill gap. Unfortunately, there are no company
training services that target these particular needs.

Maria keeps abreast of company benefits and is aware of
the EAP's addition of coaching services. She believes her per-
sonalproductivity and her contribution to the organization will
increase if she acquires the skills she currently lacks. She seeks
out an EA professional and makes an appointment to discuss
the coaching benefit.

In the initial meeting, the EA professional is impressed
with Maria's level of motivation. Maria is clear about the out-
comes she wishes to achieve and wants the EA professional to
coach her. Together they define the focus and scope of the work
and build a strong development plan.

Elements of the Process

I:o make ehe coaching process dear, replicable, and effective, it
is important to use a consistent and proven approach. This is
readily accomplished by modeling EAP coaching services on
classic leadership development programs. The critical elemenCs
of the process are as follows:

Competency focus. The learning effort needs to Ue organ-
ized around a specific skill or competency that is clearly
defined, behaviorally specific, and measurable.

Development planning. An organized development plan
that spells out action seeps and lists resources of people, train-
ing, and experiences should be created. Potential obstacles
must be identified and strategies developed for managing
them. Regular coaching meetings must be scheduled to review
the client's efforts. Beginning and ending points of the process
are to be agreed upon between the coach and the client.

Coaching process meeting. The core activity in the
coaching process is the regular meeting between the client and
coach. This meeting provides the client with feedback and
insight into his/her behavior. The client integrates this infor-
mation into his/her efforts and moves closer to success.

By following this process, the EAP can, over time, build a
catalog of competencies that it is proficient in coaching.
Typically these will be "soft-skill" competencies in which the
EA professional will have awell-developed background and be
a significant resource. ~
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EAP Today: Orientation
Item #2430E Union
Item #2848E Non-Union

Orientation gives viewers the basics of
employee assistance who it's for, how it works
and its purpose. Actual client success stories

inspire viewers to use the EAP. 12 minutes.
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onstrates the effectiveness of early
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A complete range of programs to treat

alcoholism, substance abuse, depression

and other behavioral health diseases is

conveniently located around town. All

programs are medically supervised and
offer a full range of family support.

ALCOHOLISM IS A DISEASE.

Financial Stress ?

~ Reduce monthly payments

• F~educe interest rates

• Stop late and over limit fees

• Creditors stop calling

• Past due accounts brought
current

• Debts repaid years earlier
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1-800-994-3328 www.familycredit.org
Recorded Message, 800-483-7893

Contact: Michaef McAuliffe
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Perspective: Labor Programs

Time to Reclaim
Our Profession
by John "Mickey" McKay

A11 things change in life, and the EAP is no exception. It
has gone from an idea of the very first pioneers in this

field, the "Thundering Hundred," to ALMACA (the Association
of Labor-Management AdministraCors and Consultants on
Alcoholism) to EAPA. In this transition, the concept of an EAP
has changed, as have the professional credentials and stan-
dards—which, unfortunately, are no longer dictated by our
professional organization, but rather by the market.

Now is the time to look at, assess, and reclaim our profes-
sion. When we look at our profession, we find that it has gone
from a productivity tool to a clinical assessment for mental
health. When we try to assess our profession, we find that we
are divided and that this division has hurt this organization.

I submit that this division need not continue. EAPs began
as alcohol programs, then became alcohol and drug programs,
and later became broad-brush programs, and we lived with all
these changes. It was when the marketplace changed the serv-
ices rendered by an EAP to include three clinical visits that we
saw our first division.

To address this separation, a task force was formed and an
interactive chart created in hopes of addressing this issue for all
the membership. The question then arose, ̀ ,`What is an EAP
going to be with the new interactive chart?"

This brings us to the other idea, that all of the market-driv-
en changes that have occurred have led to a division within our
organization. This is noC something that can be denied, nor
should it be overlooked. The fact is that it should have been a
learning experience, and all learning experiences are bases for
education and growth.

The reason for the success of the concept of the three clin-
ical visits was that it saved the health insurance industry
money. Let us learn from this lesson, for education is nothing
more than building on an established or accepted fact. Keeping
this in mind, let's show the marketplace there is a greater
money savings to be reaped by the liability and casualty insur-
ance industry by having an on-site EAP (internal, labor, or
labor/management). This savings will dwarf any savings expe-
rienced by the health care industry and at the same time reunite
and grow our organization, which EAPA needs.

Can both of these concepts co-exist within EAPA? I submit
that they can, and must, if we are to grow EAPA. For in so
doing we will have taken the opportunity to unite our profes-
sion and provide the vehicle for which EAPA can grow.

The time is now to ask the Employee Assistance
Certification Commission to certify an EAP as a workplace-
based program. This could allow us to seek a discount on lia-
bility and casualty insurance premiums which, coupled with
the existing savings to the health care insurance industry, can
only lead to the expansion of EAPA and the better representa-

lion of our membership.
The answer to "WhaC is an EAP?" is that it is constantly

evolving, and we must be willing to adapt to these changes if
we are going to be successful. The trick is to ensure that any
changes are in the best interest of our profession and our asso-
ciacion. The tune is now to re-establish the EAP, grow EAPA,
and reclaim our profession.

Mickey McKay is president of McKay Associates in Quincy, Mass., and
serves as labor director on the EAPA Board of Directors.

Perspective: External Providers

Do We Need a Commonly
Accepted Definition?
by Helene King

Whar is an elephant if you are blindfolded? This familiar
parable serves to illustrate the challenge facing today's

employee assistance programs.
EAPs have evolved in many ways over the years. Their

founding goal was to identify and help resolve substance abuse
problems, but there is concern that this goal has been relegat-
ed to a very minor aspect of EAP work. Meanwhile, the man-
aged care industry has broadened the size and scope of EA
services, while increasing work hours and responsibilities and
the globalization of markets have stimulated demand for serv-
ices that work/life programs have introduced to the workplace.
As a result, EAPs and EAP providers vary enormously in size,
cost, system of delivery, philosophy of assistance, and person-
alization of service.

What else is changing? First, consider the word "employ-
ee." If you subtract the growing number of self-employed
workers, contractors, free agents, the unemployed, and the
retired, you will realize that the pool of "employees" is getting
smaller and smaller.

Second, ponder the word "assistance." Knox-Keene was
the first law that constrained the practice of employee assis-
tance, and legislation pending in several states may impose fur-
ther controls and limitations on the practice of the EA profes-
sion. New federal regulations affecting the confidentiality of
records also will have an impact on how we perform our role.
Accrediting agencies will formulate their standards of EAP
practice, and this will influence the profession as well.

Third, analyze the word "professionals." Human resources
specialists, as members of the Society for Human Resource
Management, have professional preparation in common. The
EAP field, on the ocher hand, is composed of people with many
kinds of professional (as well as experience-based) preparation.
Given our diverse backgrounds, it has been and will continue
to be a challenge for us to become a unified profession.

So, what is an EAP? Does our field even need a common-
ly accepted definition?

I believe we have the job of educating our customers and
their brokers about the EAP Core Technology. But from a busi-
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ness perspective, the EAP will evolve as the businesses of our
customers evolve.

Whose definition will prevail? The challenge of both inter-
nal and external providers will be to define themselves accord-
ing to an accepted standard bu[ with the flexibility to sailor
services to the needs of their customer$.

Helene King is president of COPE, Inc., in Washington, D. C„ and the exter-
nal providers director on the EAPA Board of Directors.

Perspective: International Programs

Same Foundations,
Different Emphases
by Bruce Parry, CEAP

ustralia was the first country within the Asia-Pacific
region to embrace the concept of employee assistance.

EAPs were initially established in 1983, when a governmental
working group formed and funded an organization called
Industrial Program Service (IPS) and charged it with develop-
ing an EAP model to integrate with the industrial
relations/labor framework of the country.

This approach was rooted Firmly in alcohol and other drug
programs in industry. By 1983, stimulated by the initiation of a
new Occupational Health and Safety Act, the range of services
provided by these programs had expanded to become a "broad
brush" approach ~o dealing with the whole range of issues that
can affect an employee's well-being.

Thus, there was a different ethos for EAPs in Australia
from the beginning. Alcohol and (to a lesser degree) drug issues
were always fundamental, but the overall philosophy was
much broader—EAPs were promoted and adopted based on
the philosophy that personal problems could negatively affect
a person's ability to work productively and safely. The belief
was that even if an employer could engineer a workplace to be
100 percent safe, accidents would still occur because of the
ineangible and uncontrollable elements chat come from outside
the workplace and inside the employee.

This dual emphasis remains today, but now there is an
increasing need for EAPs to influence an organization's bottom
line. Although there is certainly a humanitarian element to
EAPs, they must be seen to positively affect the costs of the
organization. Employers want EAPs to lower absentee rates,
turnover, accidents, mistakes, conflict between employees, and
the costs of traumatic stress and workers' compensation. They
also want them to improve motivation and morale, assist with
work/life balance issues, and create a work environment for
employees that will have a positive impact on customer service
and, ultimately, productivity and profitability.

In recent years there has been an added emphasis on mit-
igating the emotional impact of organizational change and
reducing the accompanying stress, ar~ieCy, and depression.
Thus, EAPs are seen as tools for managers and human
resources professionals to assist in the overall management and
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success of the ~~~orl:~~l~icc.

Concerns About "Losing Face"

Employee assistance programs are very common in Australia

and New Zealand today, with most government departments
and private organizations offering some form of EAP to
employees and their family members. They are well known
and accepted, with healthy utilization rates. They are provided
mainly by registered psychologists, with some provision by reg-
istered social workers (though these are in the minority). The
vast majority of services are provided by private external ven-
dors, as the size of organizational workforces often makes
internal programs cost-ineffective.

In other parts of the Asia-Pacific region, the concept of
employee assistance is much newer. There have been services
for expatriates living in Asia and working for Western organi-
zations for some years, but services for local employees are a
relatively recent development. Full-blown EAPs in Asia are
now being embraced quite enthusiastically, with utilization
rates very similar to those in Western countries.

The ineroduction of the EAP concept in Asia has required
a repackaging oI the model so that concerns about "losing face"
are overcome. This requires giving employees a sense of control
over their situations through positive strategies for dealing with
their worst or personal concerns. Under this approach,
employees do not have problems—they have "issues" they
need to control more effectively.

One such issue is that workers are driven to succeed with
a zeal that leaves Westerners looking lackluster. EAPs are often
called upon to assist in providing strategies to help deal with
aspects of employees' lives that may hold them back in their
career aspirations. Anything that can impede their progress
toward their goals is an issue they can bring to the EAP, and do!

Helping workers deal with stress more effectively, commu-
nicate better, negotiate harder, or deal with conflict more
astutely are all provinces of the EAP in Asia, along with all the
personal relationship and family issues that occur elsewhere.
There is very little emphasis on alcohol or drug issues; these are
not recognized as problems at all. Nor is gambling abuse,
alehough it is a major issue in many Asian cultures.

EAPs are seen as essential elements in helping employees
deal with emotional stress and positively affecting stressors in
their lives so they can manage situations rather than being con-
trolled by them. Work/life balance issues obviously enter here,
and the last five years have seen significant increases in demand
for these services, especially as extended family ties have weak-
ened. However, EAPs generally do not provide child and after-
care services; employees with these needs are referred to serv-
ices in the community.

As EAPs continue to gain acceptance in Asia, they soon
will be as popular as they are in Australia and New Zealand.
There are EAPA chapters in Australia and Japan, and a chapter
is expected to be established soon in Hong Kong. The EAP is
alive and growing in the Asia-Pacific region.

Bruce Parry is marketing director of IPS Employee Assistance and chair-
man of the Sydney branch of the EAPA Australia Chapter.
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At Valley Hope, we've helped thousands of individuals start down the road to recovery. We
know treatment works. People can and people do recover from their addiction to alcohol or other
drugs when given the opportunity to participate in a professional treatment setting.
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Health Care Costs to Continue
Double-Digit Increases

survey of more than 230
business executives reveals
that employers' health care

costs are expected to continue rising
by 10 percent or more for at least the
next few years, a trend that probably
will result in shifting more of the
financial burden to employees through
higher contributions and co-pays.

The survey by Towers Perrin, an
international management and human
resources consulting firm, found that
costs of traditional indemnity plans
are projected to rise 15 percent in
2003, followed closely by increases of
14 percent for health maintenance
organizations (HMOs), preferred
provider organizations (PPOs), and
point of service (POS) plans. The out-
look is no better for 2004 and 2005,
with 88 percent of survey respondents
forecasting that health care costs will
rise at least as much in those years as
they do in 2003.

Towers Perrin recommends that
employers look ahead to 2005 and ask
themselves how much they are willing
to spend on health care benefits in
that year, then develop a plan to meet
that goal. Among the cost-cutting
options employers should consider
are the following:
• Reassess all health care contracts

and renegotiate them or find new
vendors as appropriate.

• Require employees to share more
of the financial burden, typically
through higher contributions,
deductibles, and co-pays.

• Implement new technology to
engage employees and streamline
administration.

• Add consumer-oriented features to
traditional plans and/or adopt new,
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consumer-driven plans.
Employers also should assess their

health care plans to ensure they corre-
late with the health care needs of their
workers. The least expensive plan for
healthy employees is one with low
administrative costs, such as a PPO,
while the optimal plan for higher-risk
employees is one with greater medical
management, such as an HMO.

More information about the 2002
Health Care Cost Survey is available at
www. towers. tom.

More Workers Plan to Take
Vacations in 2002, Survey Shows

More than three in four workers plan
to take vacations this year, and seven
in 10 expect that doing so will make
them feel a lot more productive,
according to a survey of nearly 600
workers by Xylo, a provider of Web-
based work life services.

The survey found that 77 percent
of workers expect to take vacations
this year, up from 70 percent in 2001.
Most expect to travel, though married
non-parents are much more likely (84
percent) [o travel than single parents
(60 percent). Outdoor activities, sight-
seeing, and beach and water activities
were named as the most popular ways
to spend vacations.

More than nine in 10 survey
respondents said lime away from work
makes them feel more productive, and
70 percent reported it makes them feel
a lot more productive. Singles (78 per-
cent) and workers under 35 (79 per-
cent) are more likely than their mar-
ried co-workers (60 percent) and their
counterparts aged 35 to 54 (67 per-
cent) to feel that time off makes them
a lot more productive.

For more information about the
survey, visit Xylo's Web site at
www.xylo.com.

Exercise May Benefit Workers
with Carpal Tunnel Syndrome

Exercising to improve overall fitness
may improve hand function in
patients with carpal tunnel syndrome
(CTS), according to a study reported
in the October 2001 Journal of
Occupational and Environmental
Medicine.

The study looked at 30 CTS suf-
ferers who participated in a profes-
sionally supervised aerobic exercise
program for 10 months. Tests con-
ducted prior Co the exercise program
confirmed that each patient exhibited
slowed conduction of electrical
impulses in the median nerve supply-
ing the hand, a hallmark of CTS.

CTS is a common and disabling
musculoskeletal disorder typically
associated with repetitive hand and
wrist motions, such as typing on com-
puter keyboards, that cause swelling
in the wrist and put pressure on the
median nerve. Symptoms of CTS
include numbness and tingling in the
hand; some CTS patients also report
feelings of pain and tightness.

Previous research on CTS has
shown that many patients are over-
weight and physically inactive, sug-
gesting apossible link between CTS
and physical fitness. As the 30 study
participants lost weight and improved
their cardiovascular health, the ability
of their median nerve to conduct elec-
trical impulses improved as well. The
study researchers concluded that the
fitness program improved blood circu-
lation and increased oxygen delivery
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to tissues; thus stimulating median

nerve functioning.

More information about the study

is available at www.acoem.org, the

Web-site of the American College of

Occupational and Environmental
Medicine.

Four in Ten Oppose
National Identity Program

More Chan four in 10 Americans

oppose the creation of a national iden-

tification program, either in the form

of a uniform plastic card or a comput-
erized database, according to a survey

by Gartner, Inc., a technology research

and consulting firm.

In the wake of last September's
terrorist attacks on New York and
Washington, D.C., the American

Association of Motor Vehicle

Administrators proposed a plan to

standardize state drivers' licenses and

link state moCor vehicle databases into

a single integrated information bank.
Under the plan, which has been

championed by some members of

Congress as a counterterrorism meas-
ure, the federal government would
issue identification cards that would

not only confirm a person's identity

but also correlate with his or her tax,
health, and Social Security records.

The cards also could be used to con-

duct background checks and adminis-
ter government benefits.

The proposal has drawn opposi-

tion from a mix of liberal and conser-

vative interest groups, including the

American Civil Liberties Union and

the Eagle Forum, as well as from the
National Conference of State

Legislatures and the American

Legislative Exchange Council. The
American public is skeptical of the
plan as well: The Gartner poll found

that 41 percent of U.S. citizens oppose

the creation of a national database,

and even those who back it (26 per-

cent) say they trust private institutions

(such as banks and credit card compa-

nies) more than federal agencies to

administer the database.

For more information about the

survey, visit www.gartner.com.

''

Free Downloads

•Intervention Too'

Frontline Supervisor Newsletter

Reproducible Handouts

Free Utilization Tips

Workplace Substance Abuse

ntline Employee Newsletter

Get a ~~OZ Tools Kid
1-8~0-~~~-43~~

703-818-7682

EAPTools.com is a service of Behavioralrisk.com and DfA Publishing &Consulting
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Obesity Greater Health Problem
Than Smoking or Drinking

Obesity is linked to more chronic
health conditions than smoking,
drinking, or living in poverty and to
higher health care spending as well,

but has not been given nearly as much

attention by U.S. health care officials
or policy makers, according to a sur-
vey conducted by Rand, a research
and consulting firm.

A nationwide telephone survey
asked roughly 10,000 people to self-

report their height, weight, smoking

and drinking histories, income levels,
and other demographic factors and
their experiences with 17 chronic
health conditions, including diabetes,
hypertension, asthma, heart disease,
and cancer. The survey data revealed
that obese individuals suffered from an

increase in chronic conditions of
roughly 67 percent compared with

normal-weight individuals of the same
age and sex and with similar demo-

graphic characteristics. The increase
for normal-weight daily smokers, on
the other hand, was 25 percent; for

normal-weight heavy drinkers, Che

increase was 12 percent.
In addition to causing more health

problems than drinking or smoking,

obesity also affects more people.
According to the researchers, approxi-

mately 23 percent of Americans are
obese (30 pounds or more overweight)

and another 36 percent are over-
weight, and both figures are rising.
The corresponding figures for heavy
drinkers and daily smokers are 6 per-

cent and 19 percent, respectively.
Notwithstanding the health conse-

quences of obesity, little attention has

been paid to reducing its incidence.

The U.S. Surgeon General's Office
recently released a report (see EAPA

Exchange, January/February 2002, p.

28) that identified activities for target-
ing obesity in five settings, including

the workplace. But the interest in obe-

sity is relatively new, whereas measures

devoted to reducing drinking and
smoking—controlling access by
minors, curbing advertising, banning
smoking in buildings, and the like—
have been in place for years.

For more information about the

study, visit www.rand.org. Q

NATIONAL
Substance Abuse Professionals

NETWORK
Setting the Standards

. Comprehensive Program .Coordinated Strategies

. Prompt Implementation .Thorough Follow-up
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•SUBSTANCE ABUSE PROFESSIONALS•,,

"The Choice" of TPA's, Labs, MRO'S, Managed Care and National EAP's
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a

THE POSITIVE SOLUTION FOR DEPARTMENT OF TRANSPORTATION
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1-800-879-6428
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Info
Sou rces -~.~

Booklet Te11s Story of Bipolar Disorder

he National Institute of
Mental Health has published a
24-page booklet to help peo-

ple who feel "down" at times and "up"
other times determine whether they
may suffer from bipolar disorder, also
known as manic-depressive illness.

The booklet, A story of bipolar
disorder: Does this sound lihe you?, is
the latest in a series of consumer
publications targeting mental illnesses.
Previous booklets have addressed
depression and anxiety disorders.

The booklet is available for print-
ing (pdf format) directly from the
NIMH Web site, wwwnimh.nih.gov.
An on-line publications form is
available for those who wish Co
order hard copies of the booklet.

Materials Available for
Mental Health Month

The National Mental Health
Association, in cooperation with the
National Council for Community
Behavioral Healthcare, has developed
planning guides for Mental Health
Month 2002, the theme of which is
"Mental Health Matters—Now More
Than Ever."

Mental Health Month, which has
been celebrated each May for more
than 50 years, is designed to educate
Americans about mental illness and
the importance of good mental health.
The planning guides feature descrip-
tions of activities that groups (such as
EAPA chapters) can organize in their
communities to highlight mental
health. The guides also contain public
education messages, mental health sta-
tistics, fact sheets, and resources for
working with the media.

The planning guides cost $15.95

and can be ordered on-line at
www.nmha.org or by phone at
1-800-969-NMHA.

Report Details Evidence of
Health Care Disparities

The Institute of Medicine, a branch
of the National Academy of Sciences,
has published a report that shows that
racial and ethnic minorities tend to
receive lower-quality health care than
whites do, even when insurance
status, income, age, and severity of
conditions are comparable.

The report, "Unequal Treatment:
Confronting Racial and Ethnic

Disparities in Health Care," cites
research documenting that minorities
are less likely to be given appropriate
cardiac medications or undergo
bypass surgery, less likely to receive
kidney dialysis or transplants, and less
likely to receive the latest treatments
for HIV infection. They are more like-
ly, however, to receive certain less-
desirable procedures, such as lower
limb amputations for diabetes.

The full text of "Unequal
Treatment" is available for on-line read-
ing at http://nationalacademies.org.
Hard copies can be purchased on-line
or by calling (202) 334-3313. ~

Diamond Healthcare Corporation, a behavioral health management
company, is currently recruiting for a seasoned Executive Director to manage
our national Employee Assistance Program. Successful candidate will be

responsible for strategic planning, program growth and diversification, fiscal
oversight and supervision of multiple service centers. Qualified candidate will

possess previous EAP management experience, a proven track record for
business development, excellent presentation, verbal and written

communication skills, experience managing multi-state EAP service centers
and a related Masters degree. Position located in Richmond, UA.

Diamond provides a competitive salary and excellent benefits package.
Interested candidates should submit resume with salary requirements to.

Ann R. Belvin, Executive Director of Human Resources, Diamond Healthcare
Corporation, 700 E. Main Street, Suite 900, Box G90105, Richmond, UA
23218-0105, Fax: (804) 782-2286, E-mail: abelvin@diamondhealth.com.

~iamo~~
H E A L T H C A R E
CORPORATION
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Spotlight
on Diversity
by Rickie M. Banning, LCSW, CEAP, SPHR

The National Multicultural Institute

will host its 17th annual national con-

ference, "Thinking Globally:

Broadening the Context of

Multicultural Dialogue and Action,"

May 30 through June 2 in

Washington, D.C. The keynote speak-

er will be Ambassador Ruth Davis,

director general of the U.S. Foreign

Service. This conference will explore

cultural assumptions, promote cross-

cultural dialogue, and include a "train

the trainer" learning series. Register

nn-line at www.nmci.org.

Guidance Associates (Mount Kisco,

N.Y.) has just released a 19-minute

video, "Valuing Diversity: y

Multicultural Communication," that

covers cross-cultural communication

issues such as body language, stereo-

types, and physical barriers to dis-

abled persons. The video costs $295

and can be ordered by calling 1-800-

431-1242 or visiting www.guidanceas-

sociates.com. Consider this resource

for your training collection.

The Southern Poverty Law Center's
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Web site, www.tolerance.org, contains

the most comprehensive list of bias

incidents in the United Slates.

Despite a drop in hate group incidents

since the Oklahoma City bombing,

676 hate groups were still active in

the United States at the end of 2001

(see on-line map and descriptors for

details). The site publishes an

Intelligence Report, offers sensitivity

training, and provides a wealth of

resources to address prejudice and

bias, both in and out of the work-

place. The new HBO documentary,

"The Laramie Project," based on the

murder of a gay man in Wyoming,

is also linked [o the site.

A new cultural insCitute, "Tandanya,"

has opened in Adelaide, Australia, to

promote cross-cultural exchange and

awareness of Aboriginal peoples

of all languages and colors. Visit

www.landanya.on.net for information

on films, artists, paintings, perform-

ances, tapes and CDs, and educational

awareness programs for schools. More

information also can be found by vis-

iting www.About.com, linking to the

Australia/New Zealand site, then click-

ing on the "Aboriginal Culture" link.

Also, consider reading Mutant Message

Down Under by Marto Morgan, an

account of the American author's

walkabout with an Aboriginal group

and the spiritual lessons she learned. D

Rickie Banning served as diversity director on
EAPAs Board of Directors from 1998-2000 and
currently serves on the diversity committees of
both EAPA and the Society for Human Resource
Management.
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Ideal for health programs, hospitals, outpatient clinics, screening and

referral centers, employee assistance programs and substance abuse centers.
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Lifestyle
wellness works!

Put Health Sentry to work for you,

your clients and the bottom line.

Each four-page issue is
packed with information ~n

►violence prevention
► relationship skills
► alcohol, tobacco and

other drug problems

► behavioral health and well-being
► stress management
► problems of daily living

Health Sentry

► creates program awareness
► prevents problems
►generates referrals
► reduces health care costs

Each issue can be
personalized with
► your company or program

name/logo on the front

► your contact name and
phone number on the back

Subscribe today and receive FREE advertising in the

EAP Digest and discounts on EAP posters and pamphlets!
*With a subscription of 5,000 copies or more
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~~ ̀

BUILDING
~:

F3egastee° for EAP/~►'s
IP~re-Co~er~nc~

't1rainin~s

I~ISTITi~°~

October 22-23,
2002

~`a EAPA 31ST ANNUAL. CONFERENCE
BOSTON, MA OCTOBER 29-2G, 2002

~ ~~

~~~ ~j►~'~ " ~ Employee Assistance
Professionals Association

www.eap-association.org E-mail: m.solis@eap-association.org
Phone: (703) 387-1000 ext. 329 or 303

1 N '1' I! It N A '1' 1 () N A I.

~p ̀ Employee Assistance
. ~s5~~:,~~,~~~N Professionals Association

2101 Wilson Boulevard
Suite 500
Arlington, VA 22201

]ODI M JACOQSON MSW
1102 S CLIN~I'bN ST
BALTIMORE MD 21224-5005

I~~~~'~ n II~tI~I~1I~I~~11I~I~I~II~~~I~~~~~I~l~ll11 n tl~l~~~~'I

Periodicals
POSTAGE
PAI D

Arlington, VA


