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Overview of the Study

In May of 2018 the Employee Assistance Society of North
America (EASNA) held the 30th Annual Institute.

Eleven areas of change were identified from a preliminary
one-page survey at the Institute luncheon. These 11 areas
were then used in broader sample survey and rated for how
accurate they were today.

Also assessed were reasons driving purchaser choices today.

Experience with the 2009 EASNA Purchaser’s Guide to EAP
was examined and several options to update the
information.

These slides show the results of a survey of 155 senior
professionals.



Study Recruitment

* A non-random sampling process

* Invitations to an online questionnaire distributed via:

Social media - EASNA twitter
Post on LinkedIn by researcher (500+ views)
Personal e-mails by researcher to EAP contacts (300+)

Personal e-mails by researcher to Editorial board of Journal of Workplace
Behavioral Health: EAP Practice and Research

E-mail list of members of National Behavioral Consortium (Mostly US-based
EAPs)

E-mail list for Graham Lowe (750+ mostly Canadian)

E-mail list for Great West Life’s Centre for Workplace Mental Health (mostly
Canadian)

E-Newsletter to members of the Health Enhancement Research Organization
(HERO)

* |ncentive = Chance to win $100 honorarium

e Response Rate = unknown



Study Sample of Respondents

N = 155 valid surveys

Country: 78% US / 21% Canadian / 1% Other (Japan & South Africa)

Sex: Male 51% (n = 77) / Female 49% (n = 72) [6 did not answer)
Employer Size: Boutique or Regional 40% (n = 62) / National 36% (n = 55) / Global 34% (n = 38)

Age: 56 years (range 30s to 60+)
Experience: Average of 23 years of experience with field of EAP

Type of Employment Context:
* EAP Provider - External Vendor 52% (n = 81)

EAP Provider - Internal Program 9% (n = 14) Ratio of Mix in Sample of
EAP Provider — Specialty / Affiliate counselor 6% (n = 11) Provider vs. Purchaser
Other 13% (Consultant / Research / Academic) (n = 20) Perspectives:

4:1

Purchaser of EAP (employer) 12% (n = 19)
Broker or benefits consultant advisor to employers about EAP 7% (n = 10)



Question #1:

How accurate is each of the following

statements concerning how the EAP
industry has changed compared to 30

years ago (1988 or compared to as far
back as you can remember)?

Data collection done to reflect on 30 Years of the Annual EASNA Institute



. ° Somewhat Not
Changes for Employee Assistance Industry in last 30 Years M i

Greater range of different services offered beyond traditional focus on employee

1 alcohol and substance abuse problems. 94% 6% =
More technology-based EAP services (phone, website, online video, mobile

2 apps). 85% 15% -
Competition from "Free EAP" limited programs bundled into other employee

3 health insurance products. 75% 19% 6%
Shift from internal staff model to mostly external vendor affiliate models of . .,

4 delivery of EAP counseling services. 75% 23% 2%
More mature market with fewer but larger EAP external vendors after .

5 acquisitions and mergers of EAP providers. 74% 25% 1%

6 Almost all large and most medium-size employers now have some kind of EAP. 74% 21% 5%,
More integration of EAP into other parts of organization (e.g., work/life,

7 wellness, disability, safety). 65% 31% 4%

8 Stagnation of price for core EAP services. 63% 29% 8%
Greater recognition of mental health and addiction issues in general (less

9 stigma). 59% 33% 8%
EAPs have greater role in preventing and managing behavioral health risks in

10 employee population. 44% 39% 17%
Longer-term follow-up by EAP for more severe cases (alcohol or depression)

11 rarely happens today. 28% 56% 16%

N = 155 with average of 23 years in EAP field.
Mark Attridge, PhD. (2018)



Themes in Results for Question 1

How has EAP industry has changed in 30 years?

1: Mass Market of External Vendors and Technology (77%)
2: Full Service EAP with Integration and Prevention Role (66%)

3: Price Commoditization and Less Clinical Follow-up (55%)

% = average for sub-items rated as ‘accurate”

Mark Attridge, PhD. (2018)



Theme 1:
Mass Market of External Vendors and Technology (77%)

% = average for sub-items rated as ‘accurate”

: " Somewhat
Changes for Employee Assistance Industry in last 30 Years m

More mature market with fewer but larger EAP

external vendors after acquisitions and mergers 74% 25% 1%
of EAP providers.

Almost all large and most medium-size employers
now have some kind of EAP. 74% 21% 5%

1

Mass
Market
Modern
Vendors

More technology-based EAP services (phone,
website, online video, mobile apps). 85% 15% -

Shift from internal staff model to mostly external
vendor affiliate models of delivery of EAP 7% 23% 2%
counseling services.

N = 155 with average of 23 years in EAP field.

Mark Attridge, PhD. (2018) 8



Theme 2:

Full Service EAP with Integration and Prevention Role (66%)
% = average for sub-items rated as ‘accurate”

. . Somewhat Not
Changes for Employee Assistance Industry in last 30 Years m

EAPs have greater role in preventing and
managing behavioral health risks in employee 44% =9% 17%
population.

More integration of EAP into other parts of
2 organization (work/life, wellness, disability, 65% 31% 4%

safety).
Full Service Y)

Integrated | Greater recognition of mental health and
Partner |addiction issues in general (less stigma). 59% 33% 8%

Greater range of different services offered
beyond traditional focus on employee alcohol 94% 6% -
and substance abuse problems.

N =155 with average of 23 years in EAP field.

Mark Attridge, PhD. (2018)



Theme 3:

Price Commoditization and Less Clinical Follow-up (55%)
% = average for sub-items rated as ‘accurate”

Changes for Employee Assistance Industry in last 30 Years m

Competition from "Free EAP" limited programs

bundled into other employee health insurance 75% 6%
products.
3

Low Cost  StaBnation of price for core EAP services. 63% 8%

Low Value
Longer-term follow-up by EAP for more severe
cases (alcohol or depression) rarely happens 28% 16%
today.

N =155 with average of 23 years in EAP field.

Mark Attridge, PhD. (2018) 10



Changes in Last 30-Years:
Three Themes

Full Service Low Cost & Price Stagnation
Integrated Partner Less Clinical Follow-up
Prevention Role “Cheap Commodity”

Mass Market of

External Vendors & Technology

N = 155 with average of 23 years in EAP field.

Mark Attridge, PhD. (2018)
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Question #1: Results Summary

Changes over the past 30 years in EAP field have three themes:

First is that the market in North America has become more mature, with a shift from internal

staff models to external vendors, consolidation of external vendors, an expanded range of
services offered, and use of technology to promote and deliver services.

Given this substantial shift in who provides EAP and how services are provided, there have

been two competing parallel paths that define different vendors.

* One path has been toward commoditization which offers less value at low cost and almost

no EAP presence at the worksite.

* The other path offers greater value to the organization that recognizes the important role
of workplace mental health and wants the EAP to be a partner that is integrated with

other benefits and can serve in both prevention and treatment roles.



Question #2:

Today how important are the following
different features and kinds of services,

in general, to why employers purchase
EAPs?



Themes in Results for Question 2

Today how important are the following different features and
kinds of services, in general, to WHY employers purchase EAPs?

1: Support the Employee’s Work & Behavioral Health (84%)
2: Support the Work/Life & Family of Employee (65%)

3: Support the Work Organization (57%)

% = average for sub-items rated as important or very important

Mark Attridge, PhD. (2018) 14



Why do employers purchase EAPs?
Theme 1

Supporting the Employee’s Work & Behavioral Health

Counseling for employees with work
stress and occupational issues

1943% 55%

Counseling for employees with emotional

issues (depression, anxiety, grief) 1

Counseling for employees with alcohol

and other addiction issues 2% 19% 48%

low m Moderate m High m Very High

Mark Attridge, PhD. (2018)

[y
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Why do employers purchase EAPs?

Theme 2:

Supporting Work/Life & Family of the Employee

Support - Work/life balance issues 1%  29%

Counseling - relationship and marital .

. 26%
issues
Support - financial and legal issues 6% 33% 34% 27%
Counseling - covered family members 9% 35% 35% 21%
low © Moderate mHigh mVery High

Mark Attridge, PhD. (2018)



Why do employers purchase EAPs?
Theme 3:
Supporting the Work Organization

Workplace crisis event response 2%9% 29% 60%
Consultation for managers 6%  26%
Returning to work after disability leave 15% 30%
Consultation to HR and leadership ~ 16% 38%
Training and educational services on key
. 11% 35%
topics
Union stewards and members 32% 40% 16%  12%

low m Moderate mHigh ®mVery High

Mark Attridge, PhD. (2018) 17



Question #2: Summary

Employers purchase EAPs for a variety of different reasons. Three
themes best characterize these reasons.

Most important is to support the employee’s work and behavioral
health. This includes issues of work stress, occupational, anxiety,

depression, grief, alcohol and other addiction problems.

Supporting the work/life challenges and family members of

employees was the second most important task for EAPs. These
include issues of child care, elder care, balancing work schedules,

legal problems, financial problems, marital counseling and
counseling for spouses and other famlly members as needed.

Supporting the work organization was also important. This includes

responding to crisis events, providing consultation to managers and
HR/leadership, providing worksite educational training, return to
work after disability leave and supporting unions.



Question #3:

In today's market, how important are
the following factors to why employers

decide to purchase one EAP over other
EAPs?



Themes for Question 3
In today's market, how important are the following factors to

why employers decide to purchase one EAP over other EAPs?

Low Price & Brokers || 9%

Scale and Scope of EAP Resources _ 61%
User Satisfaction, Outcomes & ROI _ 62%
[
I o
I 2o

Account Management & Utilization

Organizational Context & Needs

High Quality of EAP Program and
Staff

Mark Attridge, PhD. (2018)
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Choice of Which EAP?
Theme 1: Price and Brokers

Price for EAP (usually lower price) 1

Recommendation from employee
benefits broker or consultant

wlow m Moderate

Mark Attridge, PhD. (2018)

m High mVery High
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Choice of Which EAP?
Theme 2: Scale and Scope of EAP Resources

Advanced technology to access EAP
(phone, website, online video, mobile

app)

Range of different kinds of services
offered by EAP

Bigger network of affiliate counselors in
many locations to provide in-person 22%
sessions

Style or strategy of the promotional
materials for EAP

26% 10%

¥low W Moderate mHigh mVery High

Mark Attridge, PhD. (2018) 22



Choice of Which EAP?
Theme 3: User Satisfaction, Outcomes & ROI

Evidence of user satisfaction with their
experience with the EAP

Evidence of user outcomes in improved
workplace performance (less 36% 26%
absenteeism, presenteeism, turnover)

Return on Investment (ROI) fina&ata=

0 0
analysus for EAP services 38% 20%

Evidence of user outcomes of improved
clinical status or issue resolution

39% 17%

wlow m Moderate mHigh mVeryHigh

Mark Attridge, PhD. (2018) 23



Choice of Which EAP?
Theme 4: Account Management & Utilization

Utilization reporting for EAP services

Level of engagement with account

0,
manager(s) for EAP 16%

Getting a high enough level of EAP

0,
program utilization 43%

Level of expertise of EAP staff with
organizational and workforce 35% 15%
development issues

wlow m Moderate mHigh mVeryHigh

Mark Attridge, PhD. (2018) 24



Choice of Which EAP?
Theme 5: Organizational Context & Needs

Unique fit between employer and EAP
(i.e., location, industry, non-profit)

41% 18%

EAP part of health care plan or other

0 0
employee benefits already at company 40% 15%

EAP enhances larger organizational
strategy for employee well-being / work 39% 12%
culture

EAP counselor(s) available at company

. Ly . 23% 7%
worksite to provide in-person sessions : 1

o low mModerate mHigh mVery High

Mark Attridge, PhD. (2018) 25



Choice of Which EAP?
Theme 6: Quality of EAP Program & Staff

Higher quality of EAP in having full-time
counselors on staff (vs. reliance on part- 33% 8%
time affiliate network counselors)

Higher quality of EAP in use of risk
screening, brief intervention, and referral 23% 8%
processes for alcohol, drugs and metal...

Higher quality of EAP in being an
accredited employee assistance 17% 7%
program/vendor (COA, CARF, others)

Higher quality of EAP in having staff that
are CEAPs (Certified Employee Assistance 14%5%
Professional)

® low m Moderate m High mVery High

Mark Attridge, PhD. (2018) 26



Question #3: Summary

The decision by an employer to select one EAP over another is influenced
by many factors.

The most influential factors appears to be a lower price and the advice of

benefits brokers and consultants (rated important by almost 8 in 10
people). This reflects the mass market and commoditization changes

noted earlier.

Several other factors of moderate importance (6 in 10). These include the

scope of services available and having multiple access points to services.
User satisfaction and improvements in work and clinical outcomes after

counseling were also important. Expert account management, detailed
reporting and high program utilization were the third area.

Of lesser importance are unique fit with the organization and workplace
needs (4 in 10) and providing high quality services from accredited

programs and specialized staff (3 in 10).



Question #4:
EASNA Purchaser’s Guide to EAP

How Familiar with 2009 Guide?

W
W

nich Chapters of Guide Most Shared?

nat is Most Useful Format for 20187

Need Separate Guides for Canada and US?
Potential Impact on EASNA Membership?



Familiarity with Purchaser’s Guide to EAP

The Purchaser's Guide to EAPs was released in 2009. It is 58 pages long, features

contributions from 11 authors and has over 150 research- based references. It has
three sections: The Case for EAPs; How to Select an EAP; and How to Strengthen an

EAP. It was available at no-cost from the EASNA website.

Very Familiar - used in our EAP program 6%
or business v

Familiar - have downloaded PDF & read
0
it myself 37%

Somewhat familiar - have heard about it

27%

Not Familiar 30%

N=141

Mark Attridge, PhD. (2018) 29



Over the Past 10 Years, Ever Shared A Chapter from
the Guide with Customers or Colleagues? (% Yes)

Chapters from the Guide published as EASNA
Research Notes Series in 2009 / 2010

EAP Effectiveness and ROI NG 502
The Business Value of EAP [IIIINEEGEGEGEGEGEGEGEGEGEGEGEEEEEEEN 560
The Need for EAPs [N 44%
Utilization of EAP Services [IIINEGTNEEGEGEGEGEGEGE 41%
History and Growth of the EAP Field GGG 37%
EAP Services Programs and Delivery NG 35%
Pricing Options for EAP Services NG 35%
Indicators of the Quality of EAP NG 34%
Selecting an EAP Provider RFPs... INNEGGEGEGEGEGEGEG 32%
Implementation of EAPs NG 27%

N = 99 with at least some familiarity with
2009 Purchaser’s Guide

Mark Attridge, PhD. (2018) 30



If EASNA were to Revise the Purchaser Guide,
Which Formats are Useful Today?

Decision Making Checklist - one-page of -
key issues

Infographic - graphic visual on single
page

Short Written Report - business article
style

Slide Deck - details & sources

Long Written Report - white paper style _

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Not That Useful m Somewhat m Very Useful

N=132-137

w

Mark Attridge, PhD. (2018) 1



Need Country Specific Purchaser Guide 2.0:
By Country of Respondent

B Canadian (n=28) ™ American (n=109)
61%

54%

46%

39%

One Version for North America Two Versions for Canada & USA

Mark Attridge, PhD. (2018)



Potential Impact of Purchaser Guide 2.0
on Membership in EASNA?

Are you currently a Group
member of EASNA | Sample Size

(as an organization
or an individual)?*

Would having access to updated Purchaser Guide resources from
EASNA as a benefit of membership make you more likely to
consider becoming a dues-paying member of EASNA (or to renew
your existing membership)?*

Member Status Count (%)
Yes - USA 24 (23%)
Yes - Canada 11 (46%)

No - USA 82 (77%)
No - Canada 13 (54%)

TOTAL 132

No Maybe Yes
33% (8) 46% (11) 21% (5)
27% (3) 36% (4) 36% (4)

45% (37) 44% (36) 11% (9)
53% (8) 40% (6) 7% (1)
42% (56) 43% (57) 14% (9)

Mark Attridge, PhD. (2018) 33



Question #4: Summary

Most of sample was at least somewhat familiar with original 2009
Purchaser’s Guide.

Wide range of which chapters of Guide were shared most often.
Outcomes and business value issues were the most popular.

Most useful format for 2018 version of guide is anything that is not a
long written report / white paper like the original guide.

Split opinion for if need separate new resources for Canada and for
United States. More Canadians wanted country-specific tools.

A revised Guide may have positive impact on adding or retaining paid

membership in EASNA - for about half of sample — including current
members and non-members.



Moderator Type #1.:
Perspective of Provider of EAP of Purchaser of EAP

Is there a difference in profile of results depending
on perspective of respondent as:

* Provider of EAP Services
e Purchaser of EAP Services

Sample Sizes:
Providers (126: n = 102 US & n = 22 Canada & 2 other)

Purchasers (39: n =19 US & n =10 Canada)



Comparison of Results by
Providers of EAP versus Purchasers/Brokers of EAP

Changes in EAP Field in last 30 Years

No differences on majority — but yes on 3 of 11

* Free EAP Competition: Providers = 84% (Accurate) >
Purchasers = 38% (r=.42%)

* Price Stagnation: Providers = 69% (Accurate) >
Purchasers = 35% (r = .28%)

* Greater Range of Services: Providers = 96% > Purchasers
=86% (r=.16%)



Comparison of Results by
Providers of EAP versus Purchasers/Brokers of EAP

Reasons to Buy EAP in General Today:

No differences on any reason: 0 of 13



Comparison of Results by
Providers of EAP versus Purchasers/Brokers of EAP

Selection of Which EAP

Similar on majority - But differences on 6 of 21 Factors

* Low Price for EAP: Providers 90% (High or Very High Importance) > 65%
of Purchasers (r=.17)

* Broker Opinion of EAP: Providers 77% > 53% of Purchasers (r=.17)

* Quality of Accredited Program: Providers = 17% < Purchasers = 54% (r =
.38%)

e Quality of Staff with CEAP: Providers = 15% < Purchasers = 38% (r =
.29%)

e Quality of Use SBIRT: Providers = 29% < Purchasers =42% (r = .18%*)

e Quality of Own Staff Counselors: Providers = 37% < Purchasers = 58% (r
=.16%)



Comparison of Results by
Providers of EAP versus Purchasers/Brokers of EAP

Original EASNA Guide to EAPs

Similar on majority items but differences on only 1

e Familiarity with Original Guide: Providers 48% (Yes) >
Purchasers 17%



Moderator of Perspective: Summary

Overall few difference in responses based on status of being a provider of
EAP versus a purchaser/broker of EAP.

However, Some Key Differences Included:

* EAP Providers felt greater change in several market forces than
Purchasers.

* People who sell EAP, compared to the people who buy EAP, tend to
overstate the importance of low price and broker recommendations to

the vendor selection process and also to understate the importance of the
quality of EAP staff and services.

* Greater interest among Purchasers/Brokers in quality of EAP is Positive
finding for encouraging consideration of full-service higher quality

vendors & programs.

But this data was not a fair comparison as have non-equivalent sample sizes
in both groups (i.e., three times as many providers as purchasers in study).

Suggest repeating surveY with only employers / HR and again only with
brokers / benefits consultants. Maybe partner with SHRM or Employee

Benefits News or big brokers like C-Biz or Gallagher to do new survey.



Moderator Type #2:
Country of Respondent

Is there a difference in profile of results
depending on Country of respondent as:

 United States
e Canada

Sample Sizes:
United States (n = 121)
Canada (n=32)



Moderator Type #2: Country
Results Summary

Few tests had a significant difference (p < .05)

FINDING of Very Similar Profile of Results to All
Areas of Survey

* Changes in EAP Field in last 30 Years = No
differences on 11 items

e Reasons to Buy EAP in General = No differences on
13 items

e Selection Factors = Differences on 2 of 21 items

* Broker Recommendation: US = 76% (High Importance) > Canadian = 58% (r = .21%)
e Quality of Accredited Program: US = 17% (High Importance) < Canadian = 52% (r =-.32%)



Moderator of Country: Summary

Overall very few difference in responses based on Country
of respondent.

* Americans gave greater importance than Canadians to the

selection factor of recommendations to employers from
brokers and benefits consultants.

e Canadians gave greater importance than American to the

selection factor of having an accredited program (which is
common in Canada and very rare in the United States).

* The other factors tested had no difference by country of
respondent.



Moderator Type #3:
Respondent Demographics

Other tests found yery few differences based on demographic factors of:
* Age respondent
* Gender of respondent

* Total years of experience in EAP field.

* However - people with more years of experience in EAP field tended to
think current day buyers view the quality of EAP as less important (r =
.29%).



