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Abstract

EAP and work/life services have distinct, rich histories of developing and delivering workplace-based programs for employees and their dependents.  They have different professional staff, technologies, scopes of service, operations and methods of program evaluation.  But they reach out to the same clients (organization, individuals and families) with problem-solving skills and solutions, resulting in a positive impact on workplace productivity, recruitment and retention.  These two services have the potential for great compatibility and synergy, if directed by a host employer to pursue common goals in an integrated fashion.

There are various ways for an employer to provide integrated EAP and work/life resource and referral services for its employees.  This case study argues for contracting with two specialized vendors, EAP and work/life, and shows how the employer collaborates with them to create a multifaceted program that has a single point of access and seamless, integrated service.  This article provides the rationale for such a model of integration, a graphic depiction of this model, and an analysis of the successes and challenges of the close working relationship required by this model.  Speculation about the how the model will adopt future innovations is suggested as well.
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Introduction

This article is written jointly by Ernst & Young’s EY/Assist program, with vendors Managed Health Network (MHN) and LifeCare.  Ernst & Young contracted with MHN and LifeCare in 1999 to provide EY/Assist services to partners, staff and family members.  This article describes the genesis of that integrated program model.  It offers the strengths, limitations, and compromises required by such a model over time.  This portrayal of EY/Assist allows other employers to consider this model for their workplaces, and to enhance the implementation and maintenance of such a service.  This article is both a theoretical and practical analysis of this program.

Background 
Ernst & Young is a global leader in professional services with 100,000 people in 140 countries around the globe.  Within the United States, the firm has approximately 23,000 partners and staff in 95 locations.  These individuals have a multitude of skills required to provide clients with solutions based on financial, transactional, and risk-management knowledge in Ernst & Young’s core services of audit, tax, and transaction advisory services.  The firm is organized as a partnership, with partners constituting about ten percent of the total headcount.

Ernst & Young’s ability to improve the businesses of clients rests upon the integrity, quality, and professionalism of its people.  Their teamwork, continuous learning, skills, and customer focus are paramount to the success of the firm.  At Ernst &Young, people are the reason for the firm’s leadership in the profession.  Clients contract for these professionals’ time.  Their intellectual capital and passion for the work distinguish Ernst & Young from other public accounting firms.  By providing work life/assistance services to all its people, the firm intends to contribute to the success of people’s careers, and the profitability of the firm.

The recent scrutiny of U.S. corporations for ethics violations, and the ensuing governmental regulation of accounting firm practices and standards has stimulated changes in the cultural context of this workplace.  There is stress and work life imbalance as the firm adjusts to the new business environment.  The consequences of these external pressures have been acknowledged, and are being addressed directly through the firm’s goals related to people, quality and growth or ‘balanced scorecard’ priorities.  ‘People First’ is the firm’s commitment to collaborate with its employees to create great careers, foster an inclusive, innovative and flexible work environment, offer intellectual stimulation from co-workers, provide competitive rewards and compensation, and work with great clients.

Rationale

According to Keith Hammonds of We, Incorporated in Fast Company, “Organizations are not just places where people have jobs.  Rather, they are our neighborhoods, our communities, our world.  They are where we join with other people to make a difference for ourselves and others.  If we think of them only as the places where we have jobs, we not only lose the opportunity for meaning, but we endanger the planet.”  

 History of EAP and Work/Life Services at Ernst & Young
The firm has had an internal/external employee assistance program since 1975 at both predecessors (Ernst & Whinney and Arthur Young), and an external work/life resource and referral service at the merged Ernst & Young since 1994.  Prior to all three  implementations, there was a workplace condition that augured for an organizational intervention, and internal champion who successfully made the business case that recruitment, retention, enhanced productivity and brand loyalty would be enhanced by that service addition.  In the case of EAP at each predecessor firm, alcoholism was the stimulus; the work/life resource and referral service in the combined firm was prompted by the objective of retaining women in the workplace.  Thereafter, these programs were sustained by virtue of their high quality and professionalism, confidentiality, and the satisfaction of clients and referents in all job classifications at the firm.  Immediate access to expert clinicians or work/life specialists suited the high standards of customer service demanded by the firm for its business clients and for its people. 
These EAP and work/life services were managed in different departments within Human Resources, now called Americas People Team (APT) at the firm.  EAP was managed by a Certified Employee Assistance Professional (CEAP) in National Benefits. Privacy and confidentiality were strongly associated with EAP because it dealt with private health information.  Work/life was part of a gender diversity initiative to recruit and retain women at the firm.  The work/life services focused on home responsibilities, which were more often the domain of women than men at that time.  That gender strategy and initiatives program was also in Human Resources (APT).  Stigma was the reason for the separation between the programs.  The model is diagrammed below. 

Figure 1.  Distinct EAP and Work/Life Resource and Referral Programs at the Firm
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Impetus for Integration

As each program grew in recognition, stature and utilization at the firm, operational redundancies and conflict between the two programs became more evident:  competition between the program managers, duplicate internal program promotion, advocacy, and evaluation; growing confusion among partners and staff about when to use which program; lack of coordination of vision and goals with the firm’s mission; failure to coordinate the assets of the two vendors.  While these deficits were acknowledged by the managers of both programs, the differing missions of the programs stated above was the stronger cultural force for maintaining the status quo.  

That inertia changed with new leadership in Human Resources.  The newly appointed Vice Chairman for Human Resources asked the obvious question in 1998.  “Why do we have two services with separate access telephone numbers that focus on resolving personal matters?  How do people know where to call for help?”  That question became the impetus for integration.  As well, the coming expiration of the work/life contract with the current vendor provided impetus to act quickly.  Finally, the anticipated combining of Ernst & Young with another professional services firm motivated the managers of these two programs to develop a prototype for joining together work/life with EAP services that could be expanded to the combined firm.  Culturally, the firm strove to improve the work experience of its employees.  So this search for a better model was in keeping with that cultural value.     

So an internal team comprised of National Benefits, EAP, work/life, and actuarial services met to challenge the status quo, and quickly found that it could not justify its continuance.  In addition to the reasons for integrating stated above, the stigma associated with chemical dependency and mental health issues had lessened because of efforts in the broader public community to address that stigma.  Treatment was readily available and utilized, so there were examples of successful outcomes that gave the general public more hope and greater empathy for these behavioral health conditions.  This awareness led to greater tolerance for addressing these matters through the workplace.    
Reaching Consensus on a New Program Model, Design, and Organizational Position  

Early, guarded discussions gave way to enthusiastic debate and brainstorming about the opportunity to create a better way to serve Ernst &Young people.  Interviews with leading edge family friendly employers produced a wealth of information and ideas.  The internal team was then able to formulate the right questions.  What were the needs of our people given their demographics?  What were the current models and future trends in service delivery in the marketplace?  What internal support was necessary for success?  Who would be the internal champion(s)?  How would success be determined?  The group emerged from these discussions with a new program design and model of service delivery. 

The first decision made was that one internal director should manage both programs.  This would be a mental health professional knowledgeable about both EAP and work/life programming.  Perhaps the cost savings from eliminating redundant internal program(s) administration could result in additional services for our people.  Another decision was that providing these services would continue to require contracting with vendors.  Internal staffing was not realistic to serve 23,000 people in 95 locations.  Vendors had national staff and affiliates already in place.  The internal group easily agreed that the ‘best in class’ services would be secured for Ernst & Young people.  There was an expectation that more than one vendor would likely be needed to provide ‘best in class’ EAP and work/life resource and referral services.  

Contracting with more than one vendor did not pose a problem.  The firm contracts with many vendors who collaborate on special projects and service delivery mechanisms.  As a professional services firm itself, Ernst & Young provides expert tax and advisory business services by contract to its clients.  It believes in getting expert consultation for its people.  Vendor management is also a strength of the firm.  National Benefits is responsible for contracting with various vendors for medical and dental, life insurance, 401K and retirement benefits, and a host of other benefits.    

The EAP was already part of National Benefits, and the Director of Benefits was a champion of the program.  A Director of Women’s Initiatives had been recently hired at the firm.  That department focused on strategy, policy, and organizational development.  The delivery of work/life resource and referral services did not fit within its mission.  So National Benefits was the preferred site for the new integrated program.  Here is the new model. 
Figure 2.  Integrated EAP and Work/Life Resource and Referral Services:  EY/Assist

Ernst & Young is bounded by the dark blue color.  The dotted line between National Benefits and EY/Assist reflects the confidentiality of the program within National Benefits.  Further, there is confidentiality of personal health information between the internal EY/Assist and the outside vendors.
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The services included in EAP and in Work/Life would be determined by the responses of the selected vendor(s).  Collaboration between the vendors accounts for the permeable 
boundary between the EAP and Work/Life vendors.

The organizational position of an integrated program should be determined by the program’s champion(s) within an organization.  Optional departments housing these services may be benefits, medical, human resources, organizational effectiveness, diversity, safety, operational management, etc.  Each employer or union is unique in its organizational structure and culture, and have different champions for the program.  
The internal team decided on including the following personal services in the new integrated program:
Table 1.  Personal Services Selected for Inclusion in EY/Assist
	Addiction disorders 
	Adoption
	Career assessment and planning

	Child care
	Parenting
	Education selection and financial management

	Elder care
	Consumer affairs
	Emotional/mental health 

	Critical incident stress debriefing
	Fitness-for-duty evaluations
	Marriage/family relationship consultation

	Stress management
	Financial matters such as budgeting and financial planning
	Federal tax controversy assistance

	Domestic violence
	Health and wellness
	Pre-retirement lifestyle planning

	Legal issues
	Personal adjustment
	Convenience services such as pet care, home repair, chore services, and event planning

	Job performance referrals
	Management consultation
	


This list was created from answers to the questions posed by the internal team as discussed above when it was crafting the new design of the integrated program.  All of the desired services were simply listed together.  Internally, there was no longer an EAP realm and a work/life realm with distinct services.  These were all just personal services to enhance career and personal life.  Externally, however, the marketplace was still divided into EAP and work/life realms. 

Vendor Identification and Selection

A Request for Information (RFI) was developed and distributed to vendors with the greatest likelihood of matching the firm’s national distribution of office locations.  This list was culled from Monica Oss’s Open Minds’ compilation of national EAP providers – 1998.  All existing national work/life service providers received the RFI as well.  In that document, respondents were invited to partner with other vendors in completing their proposal to the firm.  Proposals needed to address all aspects of the integrated service model.  The internal selection team wanted the respondents to select a partner with whom they could collaborate to deliver this integrated product.  Most responses posed a partnership between an EAP vendor and a work/life vendor.  One vendor proposed that both services were integrated within its organization.  From among the respondents to the RFI, four were selected to receive a Request for Proposal (RFP).  They represented seven vendors:  three partnered teams, and one with integrated service delivery.   

Decision Guide and Contracting:

The selection of vendors was reached by consensus of the internal team.  Eligibility and selection criteria were established with a numeric scoring guide.  The ideal vendor(s) would serve four primary groups:  partners and staff and their families, the firm’s internal integrated EAP and work/life resource and referral program, Human Resources (APT), and the firm itself (the partnership).  The respondents were rated in their perceived ability to deliver to these internal audiences.  

Each respondent was evaluated on the following service elements:  call triage and transfer, EAP services, work/life resource and referral services, additional services, electronic delivery of services, account management/senior management, interface with the firm’s internal program, customization, outcomes research, reporting, and program promotion.
Table 2.  Decision Guide
	Service Elements Listed Above
	Vendor A
	Vendor B
	Vendor C
	Vendor D

	Internal team’s perceived value
	
	
	
	

	Cost of program
	
	
	
	

	Return on Investment (ROI)
	%
	%
	%
	%


This grid portrays the internal team’s:  expectations of service from the vendors, perception of the vendors’ ability to provide that service, and perception of the value they could provide to the firm.

The written responses to the RFP, oral presentations by each vendor, references, and site visits to each vendor by the internal team comprised the selection process.  The Decision Guide captured the outcome of the search in an executive summary that represented the consensus of the internal selection team.  

Since Ernst & Young is a professional services firm, an actuary was key to the internal group.  He assisted with quantifying the experience of reviewing the competing vendors.  His Decision Guide and one page Executive Summary posed the findings of the internal group in a business format with language that was familiar and acceptable to the firm.  Other employers might want to weight their selection team and process with representatives from their business, e.g. a designer from a graphics firm, an engineer from a manufacturing company, or a chemist from a pharmaceutical company.   

The result of the search process was the selection of EAP provider Managed Health Network (MHN), and work/life service provider LifeCare.  The contract for services with each vendor established performance guarantees for access, case disposition, response time, staff/affiliate retention, user satisfaction, appeals, utilization, reports, security/ confidentiality, and program promotion.  This explained to the selected vendors what was valued by the firm.  More importantly, however, was the establishment of expectations that the success of this integration experiment was the joint responsibility of all parties:  Ernst & Young, MHN, and LifeCare.

While each of these vendors offer a host of services, not all of them were requested by Ernst & Young.  The list below represents the vendors’ noted their areas of expertise for the array of services requested by the firm. 
Table 3.  Vendor Designated Areas of Expertise

	MHN
	LifeCare

	Addiction disorders
	Adoption

	Emotional/Mental Health
	Career Assessment and Planning

	Critical Incident Stress Debriefing
	Child Care

	Fitness-For-Duty Evaluations
	Education Selection and Financial Management

	Marriage/Family/Relationship Consultation
	Elder Care

	Stress Management
	Consumer Affairs

	Financial Matters such as Budgeting and Financial Planning
	Health and Wellness

	Federal Tax Controversy Assistance
	Convenience Services, such as Pet Care, Home Repair, Chore Services, and Event Planning

	Pre-Retirement Lifestyle Planning
	Parenting Education

	Legal Issues
	Management Consultation

	Personal Adjustment
	

	Domestic Violence
	

	Management Consultation
	

	Job Performance Referrals
	


The work/life vendor LifeCare was selected to deliver a customized website for Ernst & Young of work/life and EAP-related content.  Articles, links to other websites, access to specialists, an ‘Ask the Expert’ section, and live, online seminars were features considered desirable by the firm’s people.  MHN would contribute to the development of the EAP-related content of that work/life website.  This is an example of leveraging the best capabilities of each vendor and charging them to innovate together.
Vendor Perspectives on the Selection Process

MHN and LifeCare strive for close relationships with all of their vendor partners for the good of the client customer.  Based on prior experiences servicing accounts together, and current discussions about LifeCare managing a website for MHN, these two vendors determined that their combined strengths would most effectively meet the needs of the Ernst & Young proposal.  LifeCare also partnered with another EAP vendor in response to Ernst & Young’s RFP.  There were more EAP than work/life firms at this time.  It was expected that a work/life vendor would partner with more than one EAP in response to this RFP.  

MHN and LifeCare continuously evaluate each client organization’s goals and objectives to determine whether an integrated partnership model would be most beneficial and effective.  Both MHN and LifeCare are always encouraged by proposals requiring partnering between an EAP and work life vendor.  This demonstrates an understanding of the value that can be achieved by combining the expertise of leading vendors.  Typically these services reside in different internal departments at companies, or when they are managed within the same internal department, there may be a lack of integration for a variety of reasons.  Both MHN and LifeCare believe that there is more value for the “benefit dollar” when there is a high degree of partnership between EAP and work/life vendors.  
With an understanding of Ernst & Young’s unique needs, MHN and LifeCare proposed a customized model that would leverage the strengths of each vendor organization.  This model requires continuous open communication between the vendors.   As a result, the vendors have a deeper understanding of one another’s respective services and processes for serving clients.  While some vendors offer an “integrated model”, there are few situations where a client organization would have the benefit of two account managers sharing their vendors’ strengths to result in a powerful alignment of EAP and work/life services. 

Program Implementation - Setting the Basis for Collaboration
Providing an orientation to the firm for MHN and LifeCare was important to establish their familiarity with the firm’s culture and expectations for service delivery to partners and staff.  Vendor account management staff participated in a two-day orientation alongside new hires to the firm at its U.S. headquarters location.  These vendor account management staff learned about the history, operations, business strategy, benefits, and human resources policies of the firm, met key leaders, and came to know a little about the profile of a newly hired person at the firm.
Operations staff at each vendor location were oriented to the nuances of the firm via videotapes and oral presentations by the internal Ernst &Young selection team.  Written information about benefits and contact persons at Ernst & Young were updated periodically to enable vendor intake staff to respond to questions from callers about Ernst & Young benefits.   Gifts with Ernst & Young logos were presented to each staff member on the vendor’s Ernst & Young service team to engage them and establish brand loyalty.  Future phone contacts between the EY/Assist director and vendor staff would be easier, because of establishing a level of personal familiarity.

There was a reciprocal orientation to MHN and LifeCare conducted for the internal Ernst & Young selection team at each of these vendors’ key locations.  Discussions about program philosophy, structure, operations, quality initiatives, staffing criteria, and future goals were more in-depth than the cursory view provided during the selection process.  Alignment with firm values and human resources practices was highlighted, when appropriate, in order to reinforce the basis of collaboration, which is a common vision and shared set of values.  

This relationship among the parties has evolved over the years.  There was less account management integration at the beginning.  Over time, the roles, tasks, and responsibilities of participants evolved among Ernst & Young, MHN, and LifeCare.  For others adopting this model, it would be valuable for vendors to have a clear understanding of the company’s vision of integration, and define the roles of each participant.  This is necessary in order to make it easier for the client company to ensure that its expectations will be met, and to hold the vendor(s) accountable.  This role delineation can be imposed by the client company or strategized between the vendors.

The type of orientation provided by Ernst & Young for LifeCare and MHN staff is considered a “best practice”.  The extensive original orientation, as well as the ongoing updates are not necessarily industry standard procedures, but they contributed to the success of the integrated model.  This approach allows the LifeCare and MHN staff to feel more knowledgeable and invested in the outcome of cases.  The encouragement of a “partner” approach vs. a “vendor/client” approach yields more collaboration and innovation, ultimately resulting in more successful service to the firm.

Vendor Observations About the Strengths and Liabilities of This Integration Model 

The LifeCare and MHN account mangers refer to themselves as Co-Account Managers.  They strengthen each other’s knowledge of the other’s services.  There is competition and challenge from each to the other to satisfy Ernst & Young.  The problem-solving results for Ernst & Young and its people are enriched by the different perspectives and resources of two vendors.  This model leverages the best practices in both areas.

For the firm’s people, access is easier, stigma is reduced for those seeking help with mental health and chemical dependency issues, and utilization increases due to the ease of accessing the service for a wide range of issues and concerns.  Clear communications direct people to a single source for assistance with any personal matter.  More job performance referrals result because referents no longer stigmatize a troubled employee by a referral to EAP.  Rather, they are referring to EY/Assist.  The impact on the firm’s  utilization of the program resulting from this integrated program is significant.  The EAP had a utilization of 8%.  The work/life service had a utilization of 12%.  Together, they have achieved an annual utilization of 25%.  
A significant advantage of this model involves program promotion.  Ernst & Young dedicated considerable time to developing the unified brand for the program, EY/Assist, as well as positioning and packaging the program.  In addition, imagery, type face, and messaging were carefully considered in a very collaborative way among Ernst & Young, LifeCare, and MHN.  LifeCare’s creative team was engaged to offer illustration designs and editorial expertise.  Through the involvement of all parties, Ernst & Young was able to produce marketing collateral for the program that was balanced, stigma-free and that resonated with all partners and staff.  Careful thought was put into the description of services to be sure that, for example, work/life concerns were not tacked on as a single bullet at the end of a list of emotional health and substance abuse services, or vice versa. The end result was a truly integrated service listing without demarcations between work/life and EAP, under a company brand that is well recognized as a positive support tool within the firm.

Another strength of the integration of vendors was that certain individual cases were successfully managed and resolved by discussing them in a collaborative format.  Outcomes have sometimes been favorably altered.  In short, partnering with another vendor enables additional perspectives that open up more opportunities for successful case resolution.
One disadvantage of this model is that more people and time are required to build consensus on issues among Ernst & Young, LifeCare, and MHN than would be required if one vendor provided both services.  The involvement among Ernst & Young, LifeCare and MHN is substantial.  This model requires an internal manager at the employer who has technical expertise and experience in EAP and work/life programs, who stays apprised of current professional trends, and who can interact with the vendors on a weekly if not daily basis to collaborate on matters related to service delivery.  A quarterly review of program operations by an internal manager and the vendors would never be sufficient in this model.  A significant allocation of resources by the employer through an internal work/life and EAP experienced professional is required in this model.

As vendor systems and products change, a disadvantage of the integrated model is the need for the account managers to update and apprise each other of program modifications or enhancements.  Additional time is needed to analyze combined data and prepare common reports.  However, the data is more meaningful when capturing and combining information from both programs.  

Program Growth and Enhancement Through ‘Partnership’
The recent hurricanes in Florida wreaked havoc on Ernst & Young’s people and offices.   At the direction of the firm, LifeCare and MHN developed materials for the people in Ernst & Young’s Florida offices.  These informational flyers were distributed electronically to all employees in the area.  A teleconference call was scheduled for people in the area to gain support and practical assistance.  Then a counselor came onsite the first day that people returned to work to provide information about EAP and work/life program services.  EY/Assist, including LifeCare and MHN participated with area operations people on the crisis leadership conference calls that were held daily during the hurricanes.

Recently Ernst & Young, LifeCare and MHN have developed a quality assurance survey questionnaire for all EY/Assist intakes.  With clients’ permission, a survey is e-mailed to them at two months after intake.  The clients provide the e-mail addresses to which the surveys are sent.  MHN poses this request during intake and collects the e-mail addresses.  The LifeCare and MHN account mangers analyze the data and submit an integrated report to Ernst & Young.
Ernst & Young identified a need to assess EY/Assist’s ability to positively impact stress- related issues at the firm.  While MHN and LifeCare reported this information previously, E&Y challenged the two vendors to develop a unified survey geared to E&Y’s specific needs.  Research and survey experts from both vendors collaborated to develop the survey.
Program Maintenance

Quarterly meetings are held in person at alternating locations at Ernst & Young and the vendors.  Newly hired vendor staff are given an orientation to Ernst & Young as they are assigned to this account.  Vendor staff share their observations about Ernst & Young callers and recommend program adjustments to better assist Ernst & Young people.  Weekly conference calls are held between Ernst & Young and the vendors to discuss a variety of operational matters.  

Integration, But Not Assimilation
The close working relationship required by this model should not diminish the fact that services are being provided to the client organization via contract with the vendors.  The vendors are to be held accountable by the client for meeting performance standards.  On the part of the vendors, they must allocate their time among all of their various clients, not just one client with whom they work in especially close collaboration.  Confronting service failures may result in a fix by only one of the parties which failed to perform to expectations.  Finally, upon renewal of the existing contract(s), the contracting employer should defer to its purchasing agent for assistance in defining the RFP, re-assessing the marketplace, establishing selection criteria, and recommending the successful vendor(s).  The close working relationship depicted by EY/Assist can result in great comraderie among the parties which should not influence business decisions regarding renewal.  
Future Expansion of the Model

There will be opportunities to expand the scope of EY/Assist services.  Depending upon the nature of that service, a decision will be made whether to add that vendor to the ‘partnership’ or include the new service under the existing EAP or work/life service cluster.  For example, a lactation program at each Ernst & Young location would be included in the array of work/life services.  The launch of a wellness program, however, would likely require an expansion of the existing ‘partnership’ among the firm, LifeCare and MHN.  That wellness vendor represents a category of distinct, specialized services that should be incorporated into the primary team of Ernst & Young, MHN, and LifeCare.  Accordingly, the integration model can adapt to handle such an addition of services.

The above commentary is from the internal EY/Assist Director.  The vendors MHN and LifeCare have a different perspective.  Adding another ‘partner’ to the model contributes expertise and creativity, however, it expands the time and communication required to make the integration succeed.  
So a dialogue among the EY/Assist collaborators needs to occur to reach consensus and synergy.  Imposing a firm decision on vendors does not inspire commitment.  Even when the client is paying, enthusiasm for the model is necessary from all parties.  The dialogue that will occur may explore alternatives, one of which may be better suited to this circumstance.

Conclusion

Using two separate vendors to create an integrated EAP and work/life offering can result in a powerful, world-class program – as it has at Ernst & Young.  Indeed, the experience of many organizations has shown that constructing a true best-in-class program actually requires the integration of two distinct vendors, i.e. no single vendor provides EAP and work/life services of truly superior standards.  However, creating such a program requires a significant investment of resources and the sustained personal commitment of key individuals at every level of the participating organizations.  Clearly, this is not feasible or even desirable for some employers.

For those who wish to build a high-quality, integrated program, the ultimate goal is always the same:  a single point of access for users, the seamless delivery of services, and service offerings that genuinely address the needs of employees and their dependents.  Therefore, the planning phase is crucial.  This experience has shown that it is best to begin with several key questions in mind: 
· What are the specific needs of the individuals the program will serve, given their demographics, corporate culture, past requests to Human Resources or senior management, etc.?

· What are the current models and future trends in service delivery in the marketplace?

· What internal support will be necessary for the program’s success?

· Who will champion the program?

· Who will champion the program at a senior level?

· How will success be measured and determined?

Vendor identification and selection are the next critical items.  Vendors should be evaluated on any/all of the following service elements:  call triage and transfer, EAP services, work/life resource and referral services, additional services, electronic delivery of services, account management, senior management, interface with the company’s integrated program design, ability to customize, outcomes research, reporting, program promotion, anticipated ROI, and cost.
Once vendors have been chosen, it must be clearly established that the success of the integrated program will be the joint responsibility of all three entities.  This ‘partner’ approach yields more collaboration and innovation while the program is being built and implemented.

As previously noted in this article, one disadvantage of a multiple-vendor model is that more people and resources are required to build, manage, and monitor it.  The commitment from all three ‘partners’ is substantial.  Communication – among the ‘partners’ and to the users of the service – also requires greater effort and demands consistency of message at all times.  There are, frankly, plenty of opportunities for communication and promotional efforts to go awry.  By establishing and adhering to specific rules of collaboration, all three parties can work together quite effectively.  In fact, the quality and creativity of the communications can be enhanced through these joint efforts.
While a multiple-vendor integrated program may be beyond the reach of some organizations, it is Ernst & Young’s conclusion that such a program is well worth the effort, so long as this effort is sustained.  In terms of quality and employee satisfaction, Ernst & Young’s integrated program has lived up to or exceeded expectations.  This is the unmistakable result of the ongoing dedication of all three ‘partners’.
The Director of EY/Assist, and the staff of MHN and LifeCare who are dedicated to this account want to be successful together on behalf of Ernst & Young people.  Each keep the others motivated and directed toward that goal in order to help Ernst & Young people reach their potential in this world.

Appendix

	



	EY/Assist Can Help You Cope With Hurricanes
and Prepare for Emergency Situations!

We understand that many Ernst & Young personnel and their family members have been affected by the recent hurricanes and tropical storms in Florida and other parts of the country. We'd like to take this opportunity to remind you about EY/Assist -- an Ernst & Young-paid benefit that offers education and referrals to help you and your family prepare for and cope with hurricanes and other emergencies. Contact EY/Assist for assistance with the following issues:
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Local Emergency Contacts (United Way; Red Cross; FEMA; Emergency Resource Centers, etc.)
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Emergency Shelters and Hospitals
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Food and Clothing Assistance
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Public Insurance Adjuster Associations
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Alternate Housing
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Child Safety
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Adult Safety
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Temporary Care for Children
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Caring for Pets During a Disaster
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Outreach Programs
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Post Traumatic Stress Disorder
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And More!
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You can also log on to www.eyassist.com to:
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Read helpful articles on coping with hurricanes, keeping food safe during an emergency, preparing for disasters, caring for pets during a disaster, preparing for emergencies, and other topical safety issues.
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Download helpful guides on coping with hurricanes, emergency preparedness, helping children cope with a disaster, and other emergency resources.
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Download a wallet-sized Emergency Family Plan Card so your entire family knows what to do in an emergency.
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Access resources that can help you clean up and get your life back to normal -- including cleaning services, home repair contractors, relocation services and more.
To access this valuable benefit, simply log on to www.eyassist.com. New users will need to register for the site by clicking the "New User? Click here to Register" link and entering company code: eyassist. For assistance logging on to the web site, contact the Help Desk at 888-604-9565.

And don't forget, if you need information or referrals for local emergency resources, or if you are seeking assistance with health & wellness, child care, adult care, pet care, or schools, you can call a LifeCare specialist at 800-333-4119 -- 24 hours a day (or 800-873-1322 if you are deaf or hard of hearing).

©2004 LifeCare®, Inc. P.O. Box 2783, Westport, CT 06880
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