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~ Invest $15 and a week's worth of lunch hours, and EAPA will award you 5 Professional ~
~ Development Hours! Here's how. Self-Study Guides are a convenient way for many Certified Employee. ~

Assistance Professionals to accrue PDHs. Each of EAPA's 21 Self-Study Guides is a text on an EAP-related ,
topic. CEAPs read and study the Guide, write a report on the subject matter, and return it to EAPA for review ,
and approval. Self-Study Guides are especially useful to CEAPs who:

1 live and work in a remote area and can't get to PDH-approved training on a regular basis. 1
1 1 learn better in a private setting than a formal training environment. 1
~ ~ 1 can't get away from the office often enough to meet their PDH requirements. ~
~ To order Self-Study Guides, follow these simple instructions: (1) place an "x" or " ✓ "beside the Guides ~

you would like to order using the menu below; (2) write a check or request credit card payment for the total ,
• amount—$15 apiece for EAPA members, $25 apiece for nonmembers; and (3) mail your order to EAPA at

~ P.O. Box 79343, Baltimore, MD 21279-0343. Advance payment is required, but telephone and fax orders
~ will be accepted if they are billed to American Express, MasterCard of Visa. Phone EAPA at (703) 522-6272 ~
~ or fax to (703) 522-4585. ~

~ TITLE Content Area 6 ~

Content Area 1 Work Organizations 
Personal and Psychological Problems

D #1A-92 Organizational Changes and Their ~ #6A-91 The Microstructure of Daily Role-

Effects on EAP Clients; The Black Adult and the Related Stress in Married Couples

World of Work ❑ #6B-91 Occupational Stress and Marital Support ,

❑ #1 B-90 History of American Labor ~ #6C-92 Black Family Life and Development; The
~ Black Adolescent 1

Content Area 2 Human Resource ORDERING INFORMATION
Management Number of Self-Study Guides ordered ,

~ ❑ #2A-91 Legal Mandates: OSHA Q $15 apiece for EAPA members ...... ,
❑ #2B-91 Supervision: Appraisals Q $25 apiece for nonmembers ..........
❑ #2C-91 Legal Mandates: EEO Subtotal ............................................ 1

~ ❑ #2D-90 Plan for a Drug Free Workplace Virginia residents add ~

~ Content Area 3/4 
4.5%sales tax ................................... ,

EAP Policy &Administration TOTAL ............................................. ,
EAP Direct Services Please charge to my: ,

❑ #3A-90 Employee Assistance Programs ❑American Express O Visa ❑MasterCard
(Future Issues &Trends; Health Promotion in the ,
Workplace) Card No. ,
❑ #36-92 The Myth of the Troubled Supervisor; Ex .Date:
Supervisors and Employees' Intentions to Make p ,
Referrals to an EAP: An Empirical Analysis; Cost Name
Benefits of Supervisory Referrals Organization ,

~ ❑ #3C-90 Employee Assistance Program
Standards Address ,
O #3D-90 History of a Job-Based Alcoholism 

Tele honeProgram; The Forerunners of Employee Assistance p
Programs. Prices are effective through December 31 1993.
❑ #3E-90 Designing Employee Assistance ;,,~ ~ ~ "" ~„ - y ,
Programs
❑ #3F-90 Integral Steps in the Design and ~ ~;
Implementation of Employee Assistance Programs ,
❑ #3G-92 The Many Faces of Managed Care; ,

~ Managing Mental Health Care
❑ #3H-92 Employee Assistance: A History in
Progress; EAP Historical Background ,
❑ #31-92 The Role of Supervisor Training in

~ EAPs:APreliminaryReport;SupervisorliainingA
Comparison of Internal and External EAPs
D #3J-92 The Management of Critical Incident

~ Stress and Trauma in the Workplace
❑ #3K-92 Emergency Response to Crisis; ~,
Emergency Medical Services ,

~ Content Area 5
Chemical Dependency and Other Addictions ,

#5A-90 Understanding Drug Treatment '
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IT'S THE FEBRUARY ISSUE,
meaning that the Exchange leads 

T~yoW
with the Cal I for Presentations for 1 1
EAPA's upcoming Annual Con-
ference.Thisyear,EAPAispleased ~O
to give you two reasons to join us
forourfall classic. First, the 22nd
Annual Conference, scheduledfor
November 13-17, will harvest
another unbeatable crop of work-
shops. The Program Committee,
chaired by Mobil's Dennis Derr and The Ohio State
University's Linda Stoerr-Scaggs, has announced the con-
ference theme: "The Value-Added Benefits of Employee
Assistance: Yesterday, Today and Tomorrow." EAPA is
seeking presenters for the entire lode of workshops, forums
and, for the first time, certificate courses. For more, please
turn to our Call for Professional. Presentations on page 15.

Second, conference goers, prepare yourselves for the
regal beauty and festiveness of Disneyland! Wish upon a
star and you'll awaken at the posh Disneyland Hotel in
Anaheim, California. Our conference management staff of
Ellen Miller and Jeanne Gates, with help from the Orange
County Chapter's conference committee, chaired by Sheri
Long, is assembling a "value-added" entertainment and
recreation package that wil I considerably sweeten the pot.
More to come!.

•

1

s

team building for employee assis-
tance professionals—basic theory,ng you how-to's, and anecdotes—makes a
strong case for workplace integra-

ales 
Lion and against insulating the EAP
as aonce-removed clinical service.
This month's installment of The

Business Page is a conditioning ex-
ercise on marketing EAP strengths
in the managed care marketplace.
Leading the drills is Burke-Taylor

Associates' director of marketing, Mark Miller.
This month's public policy coverage provides short

takes on managed care/utilization review laws in effect
among states throughout the U.S. Be sure to read up,
because ignorance of the law is no excuse!

Speaking of public policy, if you move quickly iYs still
not too late to registerfor EAPA'sthird annual Public Policy
Conference, schedu led for February 21-23 at Loew's L'Enfant
Plaza Hotel in Washington, DC. Please turn to page 27 for
our registration form.

pitches

THREE EXCLUSIVE FEATURES in this issue make good
investment reading. A soup-to-nuts article on workplace
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FROM THE
C.O.O.

Team EAPA: Involvement and Cor~nmunication

by Michael L. Benjamin
Chief Operating Officer

ne of the biggest challenges
for any association is not only
defining the vision for the

group, but also mobilizing its mem-
bers totake action in carrying out that
mission. Member involvement is the
name of the game for EAPA. With it,
ourassociation can "move mountains"
but, without it, there's I ittle chance for
growth or change.

As I havetraveled acrossthe United
States during my first year as the
association's chief staff person, I have
heard the message loud and clear that
members want, among other things,
morevisibilityfortheassociation. They
also want the role of EAPs to become
morevisible. Well, Team EAPA, here's
the game plan!

With the December issuances of
the draft alcohol testing and modifica-
tions to the drug testing regulations,
EAPA membership has a grand oppor-
tunity to play a leadership role in
positioning EAPs to be significantly
involved with relevant policy issues
as they pertain to the transportation
industry. With the aviation, motor
carrier, rail, mass transit and pipeline
industries looking at implementation
of the new drug and alcohol testing
programs under the Omnibus Trans-
portation Employee Testing Act of
1991, a significant component should
feature EAPs.

What's our next action step? We
must ensure that CEAP as a designated
substance abuse professional is main-
tained in the regulations and that the
educational role for EAPs is expanded
to include intensive education—not
just the perfunctory hour of educa-
tion—for supervisors as well as em-
ployees. Your input will be valuable!

Depending on the composition of
your chapter and its particular exper-
tise with the affected transportation
agencies, we need your comments on
the draft regulations during the month
of February. Your comments should

also besenttothe DepartmentofTrans-
portation (content and volume helps).
Why? The proposed rules will affect
seven million people employed in the
transportation industry and will cer-
tainly impact on the employability of

"One of my goals this
year will be to maintain
systematic communica-
tion linkages with mem-

bers and chapters."

EAPs. This type of teamwork would
help solidify the role of EAPs in the
industry.

At the headquarters level, our ac-
tionstep wi I I be towork with key trade
associations [e.g. American Gas Asso-
ciation, American Trucking Associa-
tion, National School Boards Associa-
tion (school buses)] to establish a part-
nership so that industry representa-
tivesunderstand the role that EAPs can
play. To that end, EAPA has initiated a
series of meetings with the transporta-
tion coalition. We will report on our
progress in next month's Exchange.
For more information, contact Maureen
Kerrigan, EAPA's governmental affairs
director.

Another important issue which sur-
faces at meetings is related to the ac-
quisition of skills to address expanded
roles and opportunities for EAPs. Con-
sistentwith EAPA's five-year strategic
plan (which, incidentally, will be up-
dated at the Board's February meet-
ing),activities are designed to meetthe
educational needsofthe membership.
Under the leadership of the Annual
Conference PlanningGommittee, EAPA
will be sponsoring certificate courses
in tandem with the 1993 Annual Con-
ference in Anaheim.

Based on input from the
association's Education &Training
Committee, the Conference Planning
Committee identified five courses that
will be offered in November: recog-
nizing chemical dependency, EAP as

an organizational consultant, labor is-
sues for non-labor personnel, compo-
nents of a psychological problem di-
agnosis,and ethical issues in employee
assistance practice. This training is
another step toward what I believe is
the operational vision of EAPA by pro-
viding services to members who are
striving for the highest quality of em-
ployee assistance professionalism.

As a member of Team EAPA, my
commitment isto hearthe needsofour
membership, to keep members in-
formed, utilize our communication
channels,and promotethe highest level
of cooperation. Thus, one of my goals
th is year wi I I be to mai ntai n systematic
communication linkages with mem-
bersand chapters. Information is and
should beourcurrency. I lookforward
to a rewarding year. Cdr

FREE!
e Catalogh~Utug~f'~'~~~~~,~vi~,t~t,~~~~»;

t~~r~~~,:,,.

~~~ DRUG-FREEiRra~ ~~ ~P: ;-a'.,~~, ..~~,~., ,,:;,;n CATALOG

Our new 4&page catalog features
proven products for schools,
communities &workplace programs.
All are fully guaranteed)

1-800-453-7733
O SEND FREE CATALOG
NAME

ADDRESS

ciTV.
STATE ZIP

PHONE fAX

P~rformanc~ Ra:ouru Pass
18E3 Technology Drive, Dept: E, Troy, MI 48083
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PRESIDENT'S
MESSAGE

Gaining the Edge in Public Policy
by Sandra Turner, CEAP
EAPA President

ater this month, EAPA will spon-
sor its third annual Public Policy
Conference in Washington, DC.

AI I EAP practitioners are strongly urged
to attend. Why? More than ever be-
fore, our practice is affected by state
and federal legislation, includingthese:

•Knox-Keene.
• ERISA.
• DoT alcohol testing regulations.
• state licensure of chemical de-

pendencyand mental health treatment
providers, utilization review agents
and, in a few cases, employee assis-
tance practitioners. We are also af-
fected by the lack of legislation and
licensure in managed care and health
insurance administration.
We have a new opportunity—with

the election of a new President and
Congress, who are busy creating a
new political climate and charging it
with energy—to become public policy
leaders from the workplace on issues
of employee health, safety and pro-
ductivity. This is a new role for em-
ployee assistance professionals, and
for EAPA. It is one that taps our skills
at conceptualization, leadership,
"sales," goal setting and strategic plan-
ning. The expected outcome in the
public policy arena is influencing the
passage of legislation and regulations
that ensure adequate mental health

"We have a new
opportunity...to become

public policy leaders
from the workplace on

issues of employee
health, safety and
productivity."

and chemical dependency treatment
services, as well as benefits coverage
for employees and their dependent
family members. Another outcome is
ensuring the role of employee assis-
tance in managing the provision of
these treatment services as benefits
through the workplace. The accep-
tance of employee assistance practi-
tioner certification and program ac-
creditation via public policy is a goal
of this administration for'93-'94.

Obviously, energy and enthusi-
asmare necessary to effect such goals,
along with the commitment of sup-
portfromall employee assistance pro-
fessionals. But we all need to improve
our knowledge and skill base in order
to produce favorable outcomes in
public policy. EAPA's third Public
Policy Conference provides such an
opportunity. It will be an educational
and experiential forum for developing
such skills. Not only will you hear
from legislators and federal agency

SALES OPPORTUNITY

managers, you will also be encour-
aged to walk up to the "Hill" to meet
your congressman/woman and con-
gressional staff members. There, we
will begin the dialogue to "sell" our
concepts concerning health care re-
form, benefits management and the
delivery of treatment services through
referral by EAPs in the workplace.

This is not grandiose, arrogant, un-
realistic or impossible. Rather, it is
imperative that our employee assis-
tance practitioners tout their experi-
ence, knowledge and ability in order
to continue to have a positive impact
on the health, safety and productivity
of the American work force. It falls
upon each of us to carry this message.
Believe me, no one will do it for us!

am looking forward to seeing you
in Washington, DC this February 21-
23. Please talk to me about your ideas
for EAPA's public policy initiatives.i~

Sell ahighly-effective, drug-free work place program to corporations, hospitals, nursing homes, etc. This
award-winning program is video driven and meets all Federal regulatory guidelines.

This is an excellent opportunity for ~ or your organization to increase earnings by selling a valuable
educational tool. Earn liberal commissions while setting your own schedule!

For more information on this extraordinary sales opportunity, call: David Prichard, T.D.S., Inc.,
1-800-284-5444.
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Dates
April 18-21

Place
Hilton Hotel
Portland, Oregon

Br oi es tB9'
ui

COLUMBIA RIVER CHAPTER

Conference Chair
Joanne Sullivan, 13850 S.W. Barlow Road,
Beaverton, OR 97005; (503) 641-9019

Program Chair
Lynn McClenahan, Sisters of Providence EAP,
4805 N.E. Glisan, Portland, OR 97213;
(503)249-3561

Portland, Oregon's Hilton Hotel will be the site of EAPA's District IV Conference, for members of
the Pacific and Western Regions and hosted by the Columbia River Chapter. The theme will be
Bridges to Build. "Health Care Rationing-the Burning Issue of the 90s," the title of the keynote

presentation about Oregon's controversial approach to helping the medically uninsured, will turn up
the heat. Nineteen (19) workshops and four three-hour courses will round out the educational program,
which will be preceded by a preconference EAP basics course.
The conference banquet will be capped by a "Facts of Life" presentation by Dr. Sherlock Helms, a
nationally known speaker ~`"' "" `'
and educator who mixes il- ., ~~ '
lusion with magic. r~ ,~

Two new special-inter- - ;~~ ,~~ ~ z,
est sessions will be on: ~`
"Building Successful Chap- ~,+~ ~r ~~ ~ ~ ~~' ~~ ~
ters," which explains what ~° ~' .~ s ~.
successful EAPAchapters do ~~ ~ ~__::
well; and "Eldercare," a ses- ~ ~ ~ v w'~4TYY4TY

~+*4~4 ~T~

Sion made possible by ~ ~ ~ ~~ ~- ~ ~ ~~ '.y"~
EAPA's grant awarded in `'
conjunction with the Na- _~.. ~ r~E
tional Association of Area ~ ~ ~~~_ <.~ ~~~.s ~ ~ ~,a ~~~ ;.~;
f~gellCleS 011 Aglllg. 

t' „ , " ~ Y ~~~ g ~ .:

Whileyou rein Portland, a , ~ ` ~' ~ ~~ ~ ~~~~` ~ ~~•
you'll also experience the
beauties of one of America's
most livable cities.

District IV Conference

22nd EAPA Annual Conference

.International EAP Conference
. (dates TBA)
. District I Conference

APRIL 1993 JULY 1993

i x ~ i : ~
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UPDATE ON
CERTIFICATION

Using Self-Study Guides to Accrue PDHs
elf-study guides may inadvert-
ently be the best-kept secret in
the recertification process for

Certified Employee Assistance Profes-
sionals (CEAPs). While a variety of
means are available to accrue profes-
sional development hours (PDHs),
PDH-approved training sessions have
been especially popular. They are
typically approved for EAPA chapter
meetings, regional conferences and
the Annual Conference, as well as
events sponsored bygroupsotherthan
EAPA.

Self-study guides offer a conve-
nient alternative for CEAPs living in
remote areas or who learn more effec-
tively in a private instead of group
setting.

Since self-study guides were first
introduced by the EACC in October
1990, the number of offerings has in-
creased gradually. Today, there are
19 self-study guides covering all six
Content Areas. Each self-study guide
costs $15 for members and $25 for
nonmembers, forwhich five PDHs are
awarded in its designated Content
Area.

The following is a listing of self-
studyguides, with order numbers and
titles, arranged according to Content
Area.

Content Area 1 Work Organizations

#1A-92 Organizational Changes
and Their Effects on EAP
Clients; The Black Adult
and the World of Work

#1 B-90 History of American Labor

Content Area 2 Human Resources
Management

#2A-91 Legal Mandates: OSHA
#2B-91 Supervision: Appraisals
#2C-91 Legal Mandates: EEO
#2D-90 Plan for a Drug Free
Workplace

Content Area 3/4
EAP Policy &Administration
EAP Direct Services

#3A-90 Employee Assistance Pro-
grams (Future Issues &

f3 EAI'A EXCHANGE FEBRUARY 1993

Trends; Health Promotion
in the Workplace)

#3B-92 The Myth of the Troubled
Supervisor; Supervisors
and Employees' Intentions
to Make Referrals to an
EAP: An Empirical Analy-
sis; Cost Benefits of Super-
visory Referrals

#3C-90 Employee Assistance Pro-
gram Standards

#3D-90 History of a )ob-Based AI-
coholism Program; The
Forerunners of Employee
Assistance Programs.

#3E-90 DesigningEmployeeAssis-
tance Programs

#3F-90 Integral Steps in the De-
sign and Implementation
of Employee Assistance
Programs

#3G-92 The Many Faces of Man-
agedCare; Managi ng Men-
tal Health Care

#3H-92 Employee Assistance: A
History in Progress; EAP
Historical Background

#31-92 The Role of Supervisor
Training in EAPs: A Pre-
liminary Report; Supervi-
sor Training: A Compari-
son of Internal and Exter-
nal EAPs

#3J-92 The Management of Criti-
cal Incident Stress and
Trauma in the Workplace

#3K-92 Emergency Response to
Crisis; EmergencyMedical
Services

Content Area 5 Chemical
Dependency and Other Addictions

#5A-90 UnderstandingDrugTreat-
ment

Content Area 6 Personal and
Psychological Problems

#6A-91 The Microstructure of Daily
Role-Related Stress in Mar-
ried Couples

#6B-91 Occupational Stress and
Marital Support

#6C-92 Black Family Life and De-

velopment;The BlackAdo-
lescent

To order self-study guides, please use
the order form on page 2. C~

C.T.S.
The EAP Case Tracking System

If program cost effectiveness and client
accountability are major concerns of your
Employee Assistance Program, perhaps iYs
time to consider C.T.S. -- The EAP Case
Tracking System from Logical System
Solutions, Inc.

In use in more than 85 organizations serving
a wide variety of industries, C.T.S. includes:

■ a comprehensive case tracking system.
■ problem identification parameters.
■ case contact monitoring.

■ client satisfaction surveys.
■ cost comparison tools (pre vs. post EAP)
■ 32 reports for on-going assessment.
■ Management and ad hoc reports.

Written attd developed for IBM PC's, and a
wide variety of other systems, C.T.S. is also
network compatible.

Logical System Solutions, Inc. also offers
a wide variety of other programs including:

WCOMP Workers Compensation
Tracking

UTILITY Utilization Review to
aid in Managed Care

SAFENET Safety and Facility
Tracking

HEALTHNET Weight, Nutrition and
Health Monitoring

All software is user-friendly and can be
integrated with your existing system and
customized to meet your specific needs.

For more information on C.T.S. or any of
our products, contact Ben Borenstein at:
(800) 412-6429.

LOGICAL SYSTEM SOLUTIONS, INC.
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EAPA Announces ~i
S ecial Pro rams forp g
1993 Exchan e Advertisers9~
EAPA announces a special program to
advertise in the Exchange for mem-
bers ofthe Association. In 1993, EAPA
members can advertiseat1992ratesl
For nonmembers, there has been a
10% rate increase this year.

"This special advertising program
is designed to reward those who sup-
port EAPA through the pages of the
Exchange," says EAPA's Chief Operat-
ingOfficer, Michael Benjamin. "Many
product and service providers who
have made the commitment to serve
the needs of the employee assistance
professional have joined our associa-
tion, and this is just one way we can
thank them for their support."

Other important changes have been
made in the 1993 Exchange advertis-
ingpolicy toenhance advertising sales
and bring the Association's publica-
tion in line with standard publishing-
industry standards. For example, the
Exchange now honors the standard
15% agency commission for those
advertisers who place their space

through an ad
agency or who
have an in-

oyou reach with house advertis-

dvertising mes- ~ngdepartment.
"Thesepolicy

important, then changes," notes

the Exchange deserves 
ea~tor Rudy

your attention. The

Exchange is your

direct connection

to the EAP field's

most influential

administrators and

Yandrick, "are important to EAPA. To
compete in the 1990s, we must offer
professional services at a reasonable
price. This goal extends not only to
traditional membership services, but
to our magazine as well. We have set
ambitious goals for the Exchange; to
provide our readers important news
and insightful features; and to provide
the association with an additional
source of revenue."
ADVERTISING SALES OFFICE

EAPA has contracted with LMB Mar-
keting Ltd., an independent advertis-
ingrepresentative firm in Chicago, to
assist the Association with advertis-
ingsales for its publications. Its prin-
cipals—Lynn and William Murray—
bring years of advertising sales and
association management experience
to work for EAPA publications.

Lynn has a degree in communi-
cationsand experience in both pub- i
lishing and nonprofit associations.
She has held staff positions at the
National Association of the Remod-
elingIndustry, the National Associa-
tion of Letter Carriers and the Inter-
national FabricareInstitute. For four
years, she has served as director of
communications for QR Publishing
in Chicago, a publisher of business-
to-business magazines for the con-

EAPA Member —Black &White Rates

struction markets.
Bill has more than 15 years of sales

experience, serving most of those as
national sales manager and as senior
vice president of QR Publishing. Lead-
ingthe sales and marketing efforts for
three trade magazines, Bill also has
extensive experience with market re-
searchand has served on the boards of
directors of many nonprofit trade as-
sociations.
LMB Marketing Ltd. has been ap-

pointed as the exclusive advertising
representative for EAPA publications.
For advertising inquiries and infor-
mation, contact: Lynn or William
Murray, LMB Marketing Ltd., 780
South Federal, Suite 807, Chicago, IL
60605; phone (312) 554-0931; fix
(312) 554-0048.

~:: toth~,._

\Y8 .SG7teLau.~es ',~ ~i ~ }

size of ad lx rate 3x rate 6x rate 12x r~
1 page $ 1,155 $ 1,100 $ 1,045 $ 990

2/3 page 780 740 700 660
1/2 page 600 570 540 510
1/3 page 400 375 350 325
1/4 page 310 290 270 250
1/6 page 230 220 210 200

consultants. 
covers 1,440 1,375 1,305 1,235
2&3

~~ cover4 780 740 700 660

The Cxchange will work to accommodate special advertising requirements. Just ask!



n
One value-added benefit of employee assistance is its role in

occupational team building.

he executive board of a work
organization was meeting one
dayto germinate new ideas on
how to improve its profitabil-

ity and competitive position. After
considerable deliberation about mar-
ketplace conditions, emerging tech-
nology and internal operations, it ex-
trudedsix goals: reduce the amount of
time between the decision to manu-
facture anew product and its i ntroduc-
tion onthe market, reach new markets
overseas, reduce the number of manu-
facturing errors, reduce the rate of
medical benefit cost escalation with-
outslashing benefits, cut absenteeism,
and improvesupervisors'relationswith
employees. To create strategic pl ans to
meet these goals, the executive hard
decided to appo

These goals a
new, probably
in half of the strz
gic plans eves
written by U.S.
companies.
Ironically, the
one occupa-
tional function
with the knowl-
edgeand instru-
mentation to be
a major con-
tributor to any
three of the
goals—in this
case, the las
three,dealingwitl
loss preventia
and employee ri
tions—is often le
of the decision-i
loop.
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BY RUDY M. YANDRICK, EDITOR

That function is the EAP. Many
EAPs, having ensconced themselves
(literally and figuratively) in bottom-
floor corner suites or as a contractual
service far distanced from their cus-
tomers' daily commerce, are under-
valued as an organizational asset. "It
is imperative for the EAP," according
to EAP consultant Jim Francek, presi-
dent of Norwalk, Connecticut-based
Jim Francek &Associates, "to getoutof
its clinical box and address 'system'
issues. Perhaps the EAP's first organi-
zational role—the one that will setup
other opportunities to contribute—is
to getthe companyto ask itself,'What's
happening to our employees as hu-
man beings?' The purpose of this is to

get the company to accept ownership
ofemployee problems, justas itwould
the problems of other capital assets,,
and to find solutions to them."

Teams usually have three kinds of
members: participant, facilitator or
decision maker. In order forthe EAP to
be ful ly appraised in any of these roles,
it needs a mechanic's orientation to
whaYs under the organization's hood.
How are work organizations chang-
ing? How do work teams work, and
how are they being used in decision
making? Who are the other occupa-
tional professionals with whom EAPs
should open lines of communication,
and what are the roles of each of'those
functions? Here's a closer look.

;ANIZATIONS
E CHANGING

rk organizations
are, fi rst and fore-
most, collec-
tions ofpeople.
Understanding
change i n work
organizations,
therefore, be-
gins with un-
derstanding
howchangeaf-
fects individu-
als. Francek
uses the meta-
phor of ariver to
depicttheflowof
e that all human
cgs experience.
ver is fed by three
ibutaries: family,
society. Each of



them presents their own set of chal-
lenges to the individual.

Challenges to the family are posed
by latchkey children, dual-career
couples, single-parent families, car-
ingfor elderly parents, loss of coordi-
nation ofactivities bythe fami ly mem-
bers, poor communication, domestic
violence, and others.

Challenges atwork include increas-
ing technology, relocation,
downsizing, mergers, technological
advances that are changing the nature
of work, loss of security, the quality
movement, rising workers' compen-
sation clai ms,fewer side-by-side work-
ing arrangements resulting in loss of
social connection, and others.

Challenges to members of society
include AIDS, violence, the global
economy, fall of communism,
homelessness, an increasing pace of
life, health care, breakdown of social
values, and others.

These pressures, collectively, dis-
turbthe psychological and emotional
balance of the individual. A~ work,
they throw up roadblocks on an
employee's ability to produce and
work cooperatively with others. Em-
ployers need to understand the inter-
relationships. Once they do, they
typically want to offer solutions.

Work groups are a part of normal
businessoperationtoday, both in man-
agement and production or service
delivery. An EAP can accomplish
little organizational change in isola-
tion, but a great deal as a contributing
team member. Among the projects in
which an EAP can lead or contribute
to team activities are:
• modifying a work organization's

policies, procedures and managerial
relationships with the rank-and-file to
engendera lessaustereorganizational
culture and working environment.
• changing benefit design, and

integrating managed behavioral health
care and employee assistance.
• promoting labor-management

cooperation.
• reducing workers' compensa-

A Willingness to "Play Corporate Politics"
'~ orporate politics is nothing

more than the interaction of
individuals in a structured con-
text. But "politics" is why many
employee assistance profession-
als eschew becoming involved in
organizational processes. Accord-
ing to Dennis Derr, EAP manager
for Mobil Corporation, "People in
our field often cut short their po-
tential by not being a willing cor-
porateteam participant. There is a
pervasive attitude that blinds us
from seeing views beyond client
advocacy. In reality, this attitude
prevents us from reach ing a shared
corporate decision, which usually

tion and health benefit costs while
assuring quality care.
• developing prevention, health

promotion and stress-reduction pro-
grams. A prominentteamactivity now
is developing smoke-free workplace
policies while seeking to provide spe-
cial accommodations for smokers.
• developing worWfamily benefits

and services.
• promoting employee stability

during downsizing.
• designing and implementing

wellness programs.
• complying with the Americans

With Disabilities Act, federal drug-
testing regulations, Drug-Free Work-
placeAct and other government man-
dates.
• policy development and work-

place intervention in crises due to
racial incidents, sexual harassment,
employee suicide, and others.

Dr. Joe Mattox, director of Em-
ployee Support Programs at the Uni-
versity of California, San Francisco,
says that EAPs bring two unique quali-
fications to team discussions. "EAPs
are set apart by their advocacy for the
mental health of work organizations
and their employees," he says. "That
is a powerful weapon, particularly
against work stress.. EAPs also have
strengths, whether they realize it or
not, by their work with clients. EAPs
facilitate change in clients, helping
them to reason and decide upon the
path that's best for them. This ability
can be adapted to a team setting,
where it is likely to be highly valued."

In the boxes on pages 12 and 13
are examples of team building that

involves compromise. In the final
analysis, it can preclude our inter-
ests from being represented in the
corporate vision."

Areas in which Derr feels many
employee assistance professionals
were obstinate in the past are drug
testing, integration with wellness
and, at least initially, not being
vocal advocates of managed care.
"Being interactive with otheroccu-
pational functions," says Derr, "at
the very least lets us know what
movements we may be asked to be
a part of, at the risk of having our
function eliminated or our role re-
duced."

have successfully involved employee
assistance professionals.

What are other occupational pro-
fessionals with whom EAPs may be
allied on work teams? Among them
are:
• Human resources'
• Health &safety
• Employee relations
• Employee health benefits
•Occupational medicine
• Risk management
• Vocational rehabilitation
• Work &family programming
• Wellness and stress reduction
• Training
It should not be the EAP's objective

to know these functions as well as the
professionals who administer them.
However, EAPs should getto knowthe
individuals involved and have a famil-
iarity with their specialties. [To help
familiarize employee assistance pro-
fessionalswith these functions, an ar-
ticle series will begin with the April
Exchangeentitled "Allies in the Work-
place." Be looking for it!]

' Some of the team-building activities in
this article might be understood to be the
responsibility of human resources depart-
ments. Because many HR professionals
are preoccupied with traditional person-
nel activities such as employee hiring,
compensation and administrative respon-
sibilities,the activities around which EAPs
could build teams are ceded without lead-
ing to turf battles. Depending on the
structure and culture ofthework organiza-
tion, however, consultations should be
made with all appropriate people before
proceeding with team building.
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WORK TEAM FUNCTIONS

Work teams are formed to accomplish
myriad objectives, which generally fall
into four categories:

(1) systematic change, predicated
on fundamental, organization-wide im-
provement.

(2) change in managerial practices,
based on devising newways of organ iz-

ing, facilitating and/or supervising em-
ployee work.

(3) change in how the work organi-
zationrelates to itemployees, such as in
the availability of benefits and services.

(4) daily production and service de-
livery. An example is the adoption of
work-circle techniques as a replace-
mentfor assembly-I i ne methods of pro-
duction.

Three Experiences in Team Building
TEAM BUILDING ON ADMINISTRATIVE, CAMPUS
LEVELS AT U.C.Central coordination forthe 14 EAPs

attheUniversityofCalifornia(UC)
sits aloft in the Office of the President.
From there, EAP concerns are repre-
sented in organizational planning ac-
tivities at the University. On the nine
campuses—each a sizable enclave unto
itself with its own culture and adminis-
tration—the EAPs hold, and variously
achieve, the same level of integration.

Bruce Goya, universitywide coordi-
nator of Employee Support Programs
was brought to the administrative of-
fices inOakland three years ago to help
coordinate the campus' EAP and voca-
tionalrehabilitation with the university's
human resources programs. "Because
of the priority that the university has put
on these programs," says Goya, "the
EAP is a part of all relevant discussions."

Gains from the Experience
• Systemwide EAP conference
• ADA policy development
• Representation in University's HR

Policy Administration
•Team development at central ad-

ministration and campus levels

Among h is activities, he coordinates
an annual system-wide EAPconference.
"Some of our campus EAP coordinators
are one-person offices and have to do
most of their work in isolation. The
conference enables them to network
with their peers and borrow ideas from
each other. We also decide on new
directions for the EAP as a group and are
able to bring in other professionals frorn
throughout the university network from
whom our EAP professionals can learn.
The information he compiles from the
conference and feedback from the EAPs
in their daily work is important in fur-
thering the organization's objectives.

From the Office of the President,
Goya has engaged the EAP in helping
with policy development and helping
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with programs related to dependent care,
ADA and other issues. In the near
future, Goya says, it will be importantto
increase the coordination between EAP
and benefits and risk management in
managing disabilities and their costs.

Related efforts are also being under-
taken at the campus level. At the Uni-
versity of California, San Francisco, for
example, Joseph Mattox, Ph.D., director
of Employee Support Programs, is focus-
ing on organizational intervention with
respect to ethnic and cultural issues.
"Managers at this campus are having to
deal with diversity in a powerful way,
both at the macro- and micro-levels. So
am involved with faculty and staff and

students," he says. "I don't think of
instituting change the same as an orga-
nizational development specialist, who
gooks at roles in the work environment,

Expertise in employee assistance,
coupled with the knowledge gained
through confidential meetings with cli-
ents, may enable the EAP to contribute
to team activities in any of these four
areas. The third area is where EAPs are
most likely to assume a role as group
leacler.orfacilitator, while EAP involve-
ment inthe others may be more periph-
eral.

studying the reporting structure, then
making an intervention based on an
understanding of how the organization
works. I see the organization from a
structural and interpersonal standpoint,
with people trying to get along working
side-by-side as they meet-their perfor-
mance expectations."

Mattox' team building, then, is ac-
complishedprimarilythroughtrainings
with staff managers and faculty, indi-
vidual consultations, orientations with
students, and troubleshooting among
involved parties when incidents occur.
He also interfaces with Employee Rela-
tions, Affirmative Action and Labor Re-
lations so there is clarity about where
the boundaries of each lies. "EAPs have
to be careful to understand an
organization's structure, and its own
boundaries," Dr. Mattox adds. "When
it comes to interventions, I've observed
that many EAPs try to do it all—give
advice to supervisors about d iscipl i nary
actions, advise students about legal Pe-
course, and so forth. By having a clear

JESKO ASSOCIATES, INC.: CUSTOMER SERVICE
CREATES TEAM-BUILDING OPPORTUNITIES FOR
SERVICE PROVIDER
External EAP providers have special

challenges in reading the political
landscape of a client work organization.
Because they are not paid as staff mem-
bersofanorganization,theiropportuni-
ties for team building may be limited. It
can require a decade or more of consis-
tent service delivery to build the trust
relationship before the EAP service pro-
vider is brought to managements inner
circle.

Jesko Associates, Inc. is an Arling-
ton, Texas-based EAP/managed care
companythattakes a loes- profile, close-
to-the-customer approach to service de-
livery. By assiduously tending to cus-
tomer needs, Jesko Associates, Inc. has
developed new specialty areas: stress
management and supervisor skill build-
ing.

According to president Joe )esko,
Ph.D., CEAP, "In our work with the City

of Arl ington, one of our major accounts,
several departments—police, the 911
center, code enforcement and uti I ities—
experiencehigh stress as a normal part
of their jobs. We have been working
with both supervisors and employees

Gains from the Experience
• Close relationship with line su-

pervisors
• Responsive to customer needs
• The ADA is latest opportunity to

team up with supervisors

so thattheycan drawon mutual support
to more effectively dissipate stress."
Jesko also reports success at other com-
panies working with human resources
and medical departments on stress-re-
latedcases, most recently due to "survi-
vor guilt' from downsizing.



A PRIMER ON HOW
WORK TEAMS WORK

Forty to fifty years ago, work teams
were used almost exclusively in sports
and military settings, where interde-
pendence was necessary to prevail in
life-and-death or other pressure situa-
tions. Today, the abi lity of work orga-

Jesko Associates, Inc. provides a
monthly training program for the City of
Arlington. A recent program entitled
"How to Supervise in Tough Times" was
offered to employees. Director of op-
erations Bill deHaas, CEAP, CCDS has
been working with supervisors and
managers on ramificationsoftheAmeri-
cans With Disabilities Act. "In many
companies, supervisors not only man-
ageemployees, they are responsible for
hiring. With enactment of the ADA,
they need to be aware of biases they
may have about employees with dis-
abilities, about consciously or uncon-
sciously labelingthem as'substandard.'
We are instructing managers and super-
visors abouttheneed for special accom-
modations, learning disabilities such as
dyslexia; and mental illness. A supervi-
sor needs to be aware that a manic-
depressivecan no longer be terminated
because of this disability. Managerial

nizations to prevail in a hostile mar-
ketplace isbased inmany cases on the
expertise that each member of a multi-
function workteam bringstothetable.

Kenneth Blanchard, co-author of
the One Minute Manager series, says,
"...there has been a movement toward
participation and involvement so
strong that iYs cal led the Third Revolu-

training is provided on how to provide a
'fair playing field,' such as by establish-
ingclear, written communication about
job expectations. Weprovidethistrain-
ing, sometimes with the help of outside
experts."

Other methods employed by )esko
Associates include use of the Myers
Briggs Test, given to managers and su-
pervisors as part of a half-day workshop.
The test is used as a tool to help them to
better understand their style of manage-
mentand as a measure of their own job
performance.

"Training like this can create a di-
lemma inthatmanagementmayfeelthis
function is more appropriately handled
by their training department," says
deHaas. "We have turned that situation
around and used it as an opportunity to
collaborate with their professional train-
ers. They help us to take what we know
clinically and apply itorganizationally."

1~~ 1 EPA T X1'1° ~ IA,L SERVICES
im Mulligan retired on July 30,1992 tered improvements in the department's
as EAP director for the State of Cali- organizational culture that have lasted

fornia Department of Social Services, to this day. The first was a training
leaving behind a legacy of improved program on inculcating managers with
employee morale, relationships with better leadership skills and employees
supervisors, and self-esteem. For the with core values of reliability, respon-
prior 11 years, he tended to his tasks on siveness to coworkers, and job respon-
the full authority of the departments sibility.
director. When Jim left,hewascomple- Mulliganwasusedprimarilyascon-
mented by the appointment of another sultant on a team that included the
internal EAP director to carry on his departments training bureau, EEO &
work. AA, professional motivators and man-

"From the beginning,the EAP was
had the

agement specialists. "The managers
and employees taughtwell positioned and respect of were about seek-

management and employees. I was ing excellence in their jobs and careers.
fortunate to have direct access to the The training helped fo empower every-
director, who sought ideas for improv- one to contribute tothe improvementof
ing the satisfaction that employees got the department, each in their own way,"
from their work. On many occasions, if he says. "I was pleased to be a part of the
thought an idea was worth pursuing, process, although I thought it better to

she collaborated with me on getting take a back seat to professionals who
management support for it," says specialize in this area."
Mulligan. Mulligan took the lead on another

On two occasions Mulligan was project, creatingthedepartmenYsHealth
involved in team processes that fos- Enhancement Program, a health promo-

tion in management practices."z Not
surprisingly, a large body of knowl-
edge has rolled off the presses about
team building.

L Kenneth Blanchard, Ph.D., Donald Carew,
Ed.D. and Eunice Parisi-Carew, Ed.D., The
One Minute Manager Builds Higher Per-
formingTeams, W i I I i amMorrow a nd Com-
pany, Inc.: New York, 1990, p. 6.

tion and wellness program now in its
fifth year. In this process, Mulligan
brought appropriate people together in
two stages. First, in order to ascertain
the need fora program, with the blessing
of the director he consulted with her
deputies, managers and employees in
the department from th roughout the state,
as well as health professionals. He got
additional information through an em-
ployee survey and obtained data on

Gains from the Experience
• Output: Health enhancement and

esteem-building programs
• Consultative work with

departments director
• Relinquishing leadership at ap-

propriate time

employee absenteeism, workers' com-
pensation claims, demographics and
health benefit utilization. With this base
of support and information, he pro-
ceeded toassemble anadvisory team of
15 managers and employees who had a
an interest in wellness and health pro-
motion.

"Our mission was to conceptualize
and implement the program based on
what employees told us they want and
need, and have it ready to turn over to a
fitness coordinator within two years,"
explains Mulligan. "Wedevelopedpoli-
cies, operational and budgetary guide-
lines, identified available resources,
found space in each of the departments
52 outlying units, and set up activities
ranging from jogging to yoga to health
fairs. We also brought in the legal
department to avoid potential pitfalls
and created a newsletter to keep em-
ployees apprised of developments."

This was a large program requiring
substantial outlays, and could poten-
tiallyhave enveloped the EAP. "When a
coordinator was hired for the Health
Enhancement Program, I backed away
from it. If they were enjoined, there
would have been potential for both pro-
grams to bedamaged. You have to have
a sense of knowing when to let go," he
says.
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Stripped down to essentials, work
team processes were aphoristically
described by B.W. Tuckerman in 1965
as "forming, storming, Worming and
performing."3 At the earliest possible
juncture, work teams conclude with
"adjourning." Actual workteam build-
ing and operation, however, are con-
siderably more complex.

In their article "Work Teams: Ap-
plications and Effectiveness;"
Sundstrom, DeMeuse and Futrell de-
scribe four broad work-team applica-
tions: (1) advice/involvement, (2) pro-
duction/ service, (3) action/negotia-
tion, and (4) project/development.4
Advice/involvement teams typically
apply to committees, review panels
and boards, quality control circles,
and employee involvement groups.
Production/service apply to assembly
teams, manufacturing crews and the
like. Action/negotiationteamsaretypi-
cally sports teams, entertainment
groups, expeditions and so forth.

The application most associated
with EAPworkteam activity is projects/
development, examples of which are
research groups, planning teams, de-
velopmentteams and task forces. The
members of the work team tend to be
specialists in a particular area, and
there may be I ittle external integration
by the rest of the organization. The
project undertaken is usually inter-
nallypaced but with a deadline, with
minimal synchronicity among the
group members, and the task can re-
quire much external communication.
Work cycles differ with each project
andonecyclecan betheteam lifespan.
The typical outputs are plan, designs,
presentations, prototypes, reports and
findings.

3 B.W. Tuckerman (1990). Developmental
Sequence in Small Groups, Psychological
Bulletin, 63, 384-389.

Eric Sundstrom, Kenneth P. DeMeuse
and David Futrell, "Work Teams: Applica-
tions and Effectiveness," American Psy-
chologist, published by.the American Psy-
chologicalAssociation, February 1990, pp.
120-133.
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DR. JOE MATTOX

"EAPs are set apart by
their advocacy for the
mental health of work
organizations and
their employees"

The low level of integration maybe
due to the facts that the activities are
non-production-related, do not gener-
allyrequire synchronicitywith suppli-
ers, nor depend on support units.'

Sundstrom, DeMeuse and Futrell
also describe four standards by which
team processes can be measured. The
first tier is the organizational context,
in which team activities are framed by
factors such as organizational culture,
task design/echnology, mission clar-
ity, amount of autonomy, rewards/
recognition and the physical environ-
ment.

The second tier is boundaries, in-
ternally in terms of differentiation of
tasks and responsibilities, and exter-
nal ly interms ofintegration with other
activities of the organization.

Thethirdtier isteamdevelopment,
focusing on cohesion, roles, norms
and internal processes.

The final tier, a man ifestation of the
others, is team effectiveness, as mea-
sured by performance (i.e. production
of outcomes) and viability (i.e. mem-
bers' satisfaction and the group's fu-
ture prospects as a work unit).

In studies of work team effective-
ness, successful outcomes tended to
occur where six "action levers" were
employed: autonomy, technical-physi-

ST.G. Cummings and E.S. Molloy, lmprov-
ing Productivity and [he Quality of Work
Life, New York:Praeger, 1977.

cal accommodations; task variety; in-
formation orfeedback; pay or rewards;
and interpersonal interventions.s
Based on these criteria for success, it is
clearthatthe more individual "owner-
ship" there is in a project, the more
cohesiveness and favorable output
there is likely to be.

THE EMERGENCE OF THE EAP
MEGAMANAGER

It is ironic that, while the employee
assistance field as a whole has much to
learn about team development, EAPs
which have traditionally been well
integrated have produced for work
organizations the consummate team
player, the EAP "megamanager," .a
phrase coined by the late EAP re-
searcher Jack Erfurt. An EAP
megamanager is an employee assis-
tance professional who has taken the
next step beyond program director
into a position where s/he continues to
assume oversight of the EAP, but is
given broaderauthorityand is influen-
tial intheorganization'sdecision mak-
ing. An EAP megamanager might be
assigned administrative control of the
medical department, for instance in
addition to EAP management.

According to Dennis Derr, EAP
director for Mobil Corporation, "The
role of the megamanager is one of
being a key corporate team player
whose unique role includes social
conscience of the organization, con-
tributing to the bottom line, primarily
by loss prevention, and enhancing the
corporate culture of the organization.
The megamanager is also in a position
to bring the EAP more in line with the
corporate mainstream without losing
the program's identity."

At one time, directing an EAP was
the end of the line in terms of career
progression, without departure from
the field. The megamanager function
provides employee assistance profes-
sionals with a new venue in career
pathing, earned only by being recog-
nized as an organizational asset. t~

X~



FEBRUARY 1993 EAPA EXCHANGE



1• ~

s the nation and the world move
forward into a new venue of value-added cost
containment, the EAP field finds itself in a unique
position. For the present, new challenges are
issued in the way that EAP and human resource
programs operate, but there is also immense
opportunity for future value-added benefits in a
multicultural context without boundaries.

Dennis Derr and Linda Stoer-Scaggs, cochairs
of the 22nd EAPA Annual Conference, head a
Program Committee that is tailoring an ambi-
tious, professional educational agenda. Emphasis
on professional. Here is what attendees will have
for the choosing:

1 Workshops have been arranged according to
three tracks: Employee Assistance Programming
(Internal and External), Labor, and Treatment.
Research will be integrated into each track.

1 New to this year's Annual Conference will be
an Educational Development Track, with over-
sight from EAPA's Education &Training Com-
mittee. (A request for proposals for curriculum
trainers is included in this Call for Professional
Presentations.) The track will offer specific credit
courses for attendees wishing to upgrade or learn
in a structured classroom setting those skills
necessary for effective EAP service delivery.

1 Special forums, making their third consecu
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Program Committee Co-Chairs Dennis Derr and
Linda Stoer-Scaggs

tive appearance at EAPA's annual conferences,
will return. Topics will include labor, public
policy, benefits/human resources, health promo-
tion, occupational medicine, ethnic &cultural
concerns, and international drug testing/EAP. As
in the past, the forums will encourage audience
participation and experience sharing.

1 Based on the widely praised talk-show
format used for aworkshop/panel discussion at
last year's conference, Jim Francek will return to
host another panel of experts, with audience
participation, on defining the roles of EAP and
managed care.

1 Another success story from last year's confer-
ence will return: the Mock Hearing. This year the
topic will be workers' compensation. Joining a
presiding judge and attorneys will be expert
witnesses and jurors to complete the program!

EAPA is seeking outstanding professional
presenters from employee assistance and all
related fields. The Program Committee will give
preferential consideration to experienced present-
ers who propose to use humor, an experimental
presentation style, and value-added, documented
research. If you or someone you know meets
these stringent criteria, the Program Committee
welcomes your response to this Call for Profes-
sional Presentations.



Proposal submissions that do not meet the written criteria below will
not be considered by the Program Committee.

INSTRUCTIONS

Each track listed on the next two pages is accom-
panied by a list of topics to guide you in the
content of your proposal. You must include the
following criteria in order for your abstract to be
reviewed by the Program Committee. In review-
ing all submissions, the Program Committee will
give first consideration to proposals which most
closely comply with the suggested topic areas.

1 You must indicate which track your pro-
posal is being submitted for by entering the track
letter, or by checking the research box, provided
on the Proposal Submission Form.

1 The proposal is to be 500 or more words, up
to a maximum of 1,000 words.

1 Proposals should be made for only one or
two speakers, unless you receive prior approval
from the Program Committee and track chairs.
All speakers must be listed on the Proposal
Submission Form and individually complete the
Vita Submission Form. (Photocopied Forms will
be accepted.)

1 A brief one- ortwo-sentence description of
your proposed presentation. The description, if
your proposal is accepted, would appear in the
advance conference program.

1 Without exception, the submission package
you send must include 10 copies of the proposal,
using the proposal submission and vita forms
provided.

1 All portions of the Vita Submission Form
must be filled out in entirety. The Program
Committee will only consider information on the
vita form. No accompaniments, please!

If your proposal is selected, you will be required
to submit asix-page, typed document for a book
of conference proceedings to be distributed at
the 22nd Annual Conference. The proceedings
are a substitute for handouts, which will not be
permitted to be distributed during the confer-
ence.
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Each track listed below is accompanied by a list of topics to guide
you in the content of your proposal. The Program Committee will
give first consideration to proposals which most closely comply
with the suggested topic areas.

EAP TRACK
Internal &External

1
1
1
1
1
1
1

1
1
1

1
1
1
1
1
1
1

Work and family development; dependent care
Multicultural and multiethnic EAP design
Dual-career family
The Americans With Disabilities Act, one year
later
Dysfunctional "workplace" family
Determining value-added employee assistance
in the work culture
Internal EAP: Maintaining the existing magic
EAP potential within the HR context
EAP transition to megamanagement
Behavioral health carve out: Benefit design
Formation of preferred provider networks
EAP Policy: Critical incident debriefing
Department of Transportation proposed alcohol
testing regulations
Determining safety-sensitive and security-related
job classifications
Controlling employee stress during long-term
downsizing
Sexual harassment
Breaking the glass ceiling
EAP linkage with safety
Consumer financial issues and legal counseling
by EAPs
HR benefit planning for AIDS
The role of EAP in primary prevention
Treatment outcomes following EAP referral
Defining measurable outcomes in EAP
Case matching by EAPs and gatekeepers
Assessing levels of care by EAPs and gatekeepers
EAP responses to client's chronic psychiatric
disorders
Interface with workers' compensation
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LABOR TRACK

Family leave concept
Potential legal exposures for MAPS and joint
EAPs
Building labor-based central diagnostic referral
networks
Ethical concerns for labor-based EAPs
Program development in joint labor-manage-
ment EAPs
Implications of collective bargaining on MAPS
and joint EAPs
Labor representation as impacted by ethnic &
cultural issues
Value-added services in MAPS and joint EAPs
Collaboration of the MAP with corporate EAP
Unique, labor-initiated managed care designs
Labor's response to management right-to-know
issues
Negotiationg behavioral health benefits and
cost-containment techniques
Other significant labor issues



TREATMENT TRACK

~ Treating multi-shift families
~ Dysfunctional families
~ Ethnic &cultural concerns
~ Reporting outcomes
~ Treatment program improvements based on

outcome studies
~ Issues on provider feedback to EAP
~ Providing long-term care
~ Career grief and loss
~ Building partnerships with HR
~ Interrelationship with EAP and managed care

entities
~ New ground in chemical dependency treatment
~ EAPaffiliates'concernsaboutquality:Aprovider's

perspective
~ Mediation services
~ Parental detachment: Cost containment &

treatment modalities
~ PPOs within PPNs: Multi-group practice trends

in treatment
~ Brief/short-term therapy techniques
~ Credentialing and standardization: Who should

be allowed to do what?

SUBMITTING PROPOSALS
FOR RESEARCH

The Research Track will accept empirical studies
on any of the topics listed under the three other
conference program tracks. Research reviews, pa-
pers presenting new theoretical frameworks, and
data-based program evaluations are also strongly
encouraged. All submitted papers must clearly state
the implications of the research for employee assis-
tance practice. In addition, special preference will
be given to those papers that incorporate the con-
ference theme of the value-added benefits of em-
ployee assistance.

Each submission to the Research Track must
include a detailed proposal that does not exceed 20
pages. Empirical studies should thoroughly de-
scribe the subjects and sampling procedures, data
collection methods, instruments and measures uses,
and statistical tests. Key findings, along with the
implications for employee assistance practice,
should be highlighted, along with any limitations
of the study. Only completed research will be
considered for review.

The submission package must include the fol-
lowing materials:

~ Ten (10) copies of the proposal.
~ Ten (10) copies of the Presenter Vita Form.
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REQUEST FOR PROPOSALS

EAPA to sponsor certificate courses at the
1993 Annual Conference; Proposals sought

EAPA is accepting proposals from trainers to conduct preconference class-
room-style development courses that will confer an EAP certificate to partici-
pants. The workshops, under the sanction of EAPA's Education &Training
Committee, will be held on November 12-13, 1993, in conjunction with the
22nd EAPA Annual Conference in Anaheim.

Trainers are welcome to submit proposals for more than one course. The five
courses will be the following.

1 Recognizing Chemical Dependency 8 contact hours
This course will cover basic pharmacology and related physiology for the most
commonly abused substances, the behavioral concepts and theories of substance
abuse, and an introduction to the use of related testing instruments.

1 EAP as an Organizational Consultant 4 contact hours
This course will explain the organizational-development roles of EAP to both
corporation and labor union. The focus is on bringing healthy change to
the organization.

1 Labor Issues for Non-Labor Personnel 4 contact hours
This course introduces the history and concepts of organized labor in the
workplace, with emphasis on correcting the common mistakes made by
non-labor personnel when consulting with organized labor.

1 Components of a Psychological Problem Diagnosis 8 contact hours
This course will provide instruction on the recognition and diagnosis of
various categories of depression, anxiety, compulsive behaviors and person-
ality disorders, as well as the general testing instruments that can assist in
making a diagnosis. Cultural and ethical issues involved in psychological
problem diagnosis as well as sensitivity needed by EAP practitioners to
diverse populations will be emphasized throughout the workshop.

1 Ethical Issues in Employee Assistance Practice 4 contact hours
This course will explain the potential ethical dilemmas that employee
assistance practitioners face, particularly with regard to conflict-of-interest
situations and potential organizational and legal liabilities. Also included
will be a discussion of conflict between the EAP roles of client advocate and
managed care/cost containment agent.

Interested training providers can obtain information by calling the EAPA
Office to request a copy of the complete Request For Proposals at (703) 522-
6272. Please call between the hours of 8:00 a.m. and 6:00 p.m. Eastern
Standard Time.

The deadline for submission of proposals is the close of business on
Aarill, 1993.

20 EAPA EXCHANGE FEBRUARY 1993



w

r~-
22nd EAPA Annual Conference

Proposal Submission Form
This form (or a photocopy of it) must be completed and returned by Thursday. April 1 to:
Call for Professional Proposals, EAPA, 4601 N. Fairfax Drive, Suite 1001, Arlington, VA 22203. Proposal submissions that
do not meet the written criteria specified by the Program Committee in the instructions will not be considered.

Title of Proposal
Track for which proposal is submitted
D Check here if this is a Research submission
Presenter (list job title, company or affiliation, address and phone number)
All presenters must be listed here and individually complete a Presenter Vita Form

Permission to publish and/or tape (signature)

Length of proposal: 500 word minimum, 1,000 word maximum
Use one additional sheet of paper, if necessary.

;ive a brief one- or two-sentence description of your presentation:

~ ~

FEBRUARY 1993 EAPA EXCHANGE



Presenter Vita Form
This is the onit~ vita form that will be accepted by the Program Committee. Do not attach your vita or list
accomplishments other than those requested in the instructions. Each presenter must individually
complete a Presenter Vita Form. (Photocopied forms will be accepted.)

1Vame
Licenses, Certifications

Business address

Business phone

Present position (title and description)

Business faac

Cite three references who can attest to your speaking talents.
1)
2)

3)

Education (begin basic preparation through highest degree held)

Degree Year awarded Institution Major area of study

Use the space below to briefly describe your professional experience or areas of expertise
which qualify you to make this presentation.
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What you don't know can hurt you. Managed care/utilization review laws

potentially affect EAP gatekeeping and case management (part 1).

ith even greater speed
than managed care has
gained a foothold in

the health care industry, state
legislation regulating managed
care—particularly the utilization
review func[ion—has been
rampaging through state legisla-
tures in the United States.

In 1992 alone, 31 states
enacted 59 new laws and two
resolutions on managed care.
They dealt with regulation of
utilization review (UR) practices
(12 states), protection of con-
sumer freedom of choice among
providers (11 states), general
regulation of HMOs (five states),
the use of managed care as a
means to contain Medicaid costs
(five states), and mandated HMO
coverage (four states).

The following is the first of a
two-part report of the UR laws
that have been implemented in
24 states. Special thanks are given
to the Washington, Debased
Intergovernmental Health Policy
at The George Washington
University, which tracks state UR
activity and provided much of the
information on which this report
is based. For a copy of your
state's law, EAPA members are
welcome to contact Lee Dixon,

Deputy Director, IHPP, The
George Washington University,
2021 K Street, NW, Suite 800,
Washington, DC 20006; (202)
872-1445.

This report will conclude in
the March issue.
ARKANSAS

Implemented in 1/1/90 (Act 537,
1989), regulations promulgated by
the State Board of Health specify
that private review agents apply-
ing for certification from the state
disclose elements of review,
including preadmission, admis-
sion, preauthorization, concurrent
review, discharge planning and
others. Review procedures
including forms, time frames and
written protocols must be dis-
closed. Other conditions are: a
representative of the review agent
must be available to patients and
providers, with atoll-free number
available; patient confidentiality;
specific providers targeted for
100% concurrent review must be
provided a written explanation by
the review agent; appeals proce-
dures; agent must adopt a
credentialing process for physi-

clans utilized by the agent;
expedited phone appeal with
reasonable access to consulting
physician; 2-year renewal periods;
the right of aggrieved parties to
direct judicial appeal; fines; and
other issues. No qualifications for
personnel performing review
function are specified.
CONNECTICUT

Beginning in October 1992 (SB
844, 1991 laws), a UR company
must be licensed by the Depart-
ment of Insurance, meeting
requirements including: utilization
of written criteria and review
procedures that are evaluated and
updated periodically with the
appropriate involvement of
physicians; appeals decisions must
be made by a physician or practi-
tioner in a specialty related to the
condition; notification of appeals
decisions within 30 days; determi-
nations not to certify a service
admission or procedure must be
made in writing and explain the
rationale for the determination;
and an expedited appeals process
in emergencies. Strict confidenti-
ality of records is specified. No
UR employee may receive any
financial incentive based on the
number of denials for care.
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HAWAII

Effective January 1992 (HB2157,
Act 1995, 1991 laws), UR/managed
care for mental health, alcoholism
and drug abuse (ADM) treatment
was redefined. An agent who
recommends approval or denial of
services will conduct UR according
to rules developed by the state's
director of health. A complaint
resolution panel has been estab-
lished, which has the authority to
assess fiscal penalties.

Standards for UR agents appli-
cable to alcohol, drug and mental
health services are being put in
place. An update will be provided
next month.

INDIANA

Effective July 1992 (House Enrolled
Act 1182), a
UR agent (i.e. entity) must hold a

certificate of registration, issued by
the Department of Insurance. The
following conditions must be
satsfied: toll-free access at least 40
hours/week, plus a phone recording
system for off-hours; response,
within two working days; confiiden-
tiality of medical records; notifica-
tion of UR determination within
two business days; explanation of
denial based on medical necessity
or appropriateness of care; all
determinations reviewed by state-
licensed physician and in accor-
dancewith physician's standards or
guidelines; appeals procedures;
emergency procedures; and others.
Compensation of UR agents may
not be based on denials or reduced
claims payments. Other provisions
regulate claims reviews on behalf of
an insurance company, HMO or
other benefit program providing
payment, reimbursement or
indemnification for health care
costs to an enrollee.
MARYLAND

Maryland implemented the
country's first UR law in November
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1988 and added amendments in
1991 (HB242, Chapter 363, 1991
laws). Under this licensure law:
UR personnel are to be RNs,
medical records technicians or
other similar qualified personnel,
and supervised by a physician; a
UR company cannot approve or
disapprove a course of treatment on
the basis of whether the provider is
or is not a participant in a PPN; a
patient cannot be referred to a
health care facility that the com-
pany or employee of the company
has a financial interest in; the
company or the employee cannot
receive any payment from, or send
any payment to, a provider organi-
zation in return for the approval or
disapproval of a course of treat-
ment; and other provisions.

An amendment was passed
1992 which, in effect, exempts
from licensure hospital-based EAPs
providing services to its own
employees.

MINNESOTA

According to a law passed in 1991
(HB525, Chapter 115) an insurer, in
order to deny a claim for chemical
dependency services, must have
the claim reviewed by a qualified
chemical dependency reviewer, or
else the denial constitutes are unfair
settlement. The law also specifies
qualifications for a chemical
dependency reviewer: B.A. in an
appropriate field of study, with 480
hours of supervised experience;
160 hours of classroom training
and 480 hours of supervised
experience; or certification from the
Institute for Chemical Dependency
Professionals in Minnesota.
MISSOURI

With passage of a managed mental
health care/UR law in 1991 (SB
352), Missouri enacted a law that
was reportedly similar to an
agreement that existed between
insurers and providers in the

western part of the state. To be
licensed in the state, a UR agent
(defined as a person or entity
performing UR) must provide the
following: UR plan that includes a
summary of the firm's standards and
procedures, appeals process,
qualifications of personnel involved
in UR, availability on 40 hours/
week basis, confidentiality of
patient records, and assurances that
appeals decisions are made by a
physician with specialty training in
the relevant area. Any initial
determination to deny certification
of services must be made by a
licensed physician, and reasons for
denial must be stated in writing and
given to the patient and provider.
Other provisions relate to life-
threateningsituations.

EAPA's St. Louis Chapter wrote
to the state Department of Insur-
ance last June for clarification of the
law's applicability to EAPs. The
response stated: When an EAP
expands its services to include the
management of cost, quality, and
utilization of services as stated in
the "Definition of Managed Mental
Health Care," then the EAP is
performing utilization review as
defined by Section 374.500(5),
RSMo Supp. 1991. If the program's
enrollees meet the definition of
"enrollee" in Section 374.500(3),
RS Mo Supp. 1991, then the
program must obtain a certification.

An enrollee is defined as:...an
individual who has contracted for
or who participates in coverage
under an insurance policy, an
employee welfare plan, a health
services corporation plan or any
other benefit program providing
payment, reimbursement or
indemnification for health care
costs for himself or eligible
dependents or both...
MONTANA

Under law passed in 1991 (SB
394, Chapter 665), a UR company



must maintain with the commis-
sioner of insurance a current UR
plan which includes: criteria,
standards and procedures; appeals
process; qualifications of person-
nel performing reviews; assurance
of reasonable accessibility of
agents; confidentiality of records;
and assurances of information to
beneficiaries and providers on the
appeals process. To reaffirm a
denial of care on appeal, the
company must consult with a
health care professional trained in
the relevant area. The commis-
sioner cannot approve or disap-
prove the plan that the company
files.
NORTH DAKOTA

Minimum UR standards and
qualifications include (HB 1447,
1991 laws): within two business
days a provider or an enrollee is to
be notified of a determination and
include the principal reason for
the determination; any determina-
tion concerning the necessity or
appropriateness of a service is to
be reviewed by a physician or, if
appropriate, a licensed psycholo-
gist; written appeals process; easy
accessibility of UR agents by
telephone; 30-day limit on
appeals process; strict confidenti-
ality; aminimum of 24 hours
allowed following an emergency
admission before UR company has
to be notified; and others.

OKLAHOMA

Effective January 1991, the
Hospital and Medical Services
Utilization Review Act (HB 1559,
1991 laws), specifies that all UR
firms must file a plan with tiie~~~
commissioner of insurance that
includes: summary of standards,
protocols and procedures; assur-
ance that protocols and proce-
dures have been developed with
appropriate input from health care
providers; appeals process;
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description of types and qualifica-
tions of persons conducting
reviews; accessibility of review;
assurance of confidentiality;
procedures for handling com-
plaints; and policies and proce-
dures for making written materials
available concerning appeals,
including rationale for denials.

TEXAS

Standards for UR became effective
September 1991 (HB 2, 1991
laws), applicable to UR plan,
including: reconsideration and

appeals process, are to be re-
viewed by a physician and
conducted according to standards
developed with input from a
physician; personnel performing
UR are to be appropriately trained
and qualified; personnel obtaining
information from a physician, who
are not physicians, are to be
nurses, physician assistants,
records administrators or persons
who have received formal UR
training; UR firm may not permit
or provide compensation to its
personnel based on number of

What to look for in UR legislation and regulation
There are still 25 states that have
not enacted utilization review
legislation. It is also likely that
other states with UR laws will
consider amendments or issue
clarifications. Here is a checklist
of pivotal issues on which to
evaluate the merits of UR propos-
als.
1 Definition of utilization review or
managed care plan
1 Licensure/certification with state,
or specification of minimum
standards only
1 Specification of qualifications of
UR personnel performing reviews
1 Specification of qualifications of
UR personnel (or representatives
of UR firm) performing review of
appeals
1 Special provisions for UR of
mental health/alcoholism/drug
abuse treatment, as opposed to
other health care procedures
1 Special EAP-related provisions
1 Authority of regulatory agency to
approve/disapprove of UR
company's plans
1 Provisions ensuring confidential-
i ty
1 Requirement of disclosure of
review standards and procedures
1 Hours of availability

1 Fine for violation of act
1 Requirement to disclose finan-
cial incentives in contracts
1 Application and renewal fees
1 Appeals procedures
1 Mechanism for complaints to
state
1 Entities exempted from UR
regulation
1 Regulatory authority held by a
state health department or state
insurance department
1 Applicability of ERISA to compa-
nies sponsoring UR to health care
plan
After passage of UR law but prior to
implementation:

1 Issuance of more stringent
regulations by regulating agency
than specified in the law (e.g.
regulation of UR personnel in
addition to regulation of UR
companies)

Be on alert for opportunities to
issue comments to proposed
regulations, and let EAPA's
governmental affairs staff hear
from you!

Once a UR law is in effect:

1 Enforcement activity of state
1 Any actual revocations of
icenses/certificates
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GODWIN NAMED HEAD OF
CSAP BRANCH

on Godwin, CEAP, has been
mined work force branch

ch ief of the Workplace Com-
munity Prevention Branch, a
part of the newly formed Cen-
ter for Substance Abuse Preven-
tion (CSAP). The Branch is part of
CSAP's Division of Community
Prevention &Training.

Godwin previously worked in
the Occupational ProgmmsBranch
of the National Institute on Alco-
holism and Alcohol Abuse. Over
the past two years, he was "on
Ivan" to the U.S. Department of
Labor to help administer its EAP
grant progr~in.

BLAIR SELECTED TO CONDUCT
REVIEW COURSE FOR EAPA;
TRAININGS TO BEGIN AT WDC

EAPA will be sponsoring a two-
day employee assistance re-

viewcourse atvarious locations in
the United States beginning in
April. Brenda Blair, MBA, CEAP,
president of Blair Associates in
Bryan, Texas, has been selected to
conduct the training.

One of the courses will be held
at the Western District Conference
in April, as well as other dates and
locations to be announced. It will
also be offered at the 22nd Annual
Conference this November.

The course, provided at rea-
sonable cost, will provide a com-
prehensive overview of modern
employee assistance practitioning.
Many people in the employee as-
sistance field will find it helpful in
preparing for the CEAP examina-
tion and complementary to their
EAP work experience.

Complete details will follow in
the March issue!
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adverse determinations; health care
provider may designate an
individuals) to be the sole commu-
nicator to a URfirm to speed up
URs; UR firm is to establish criteria
and review procedures, with
procedures reviewed and updated
periodically with input from
physicians; prior to adverse deter-
mination, health care provider is to
be contacted by a physician from
the UR firm and afforded opportu-
nity to discuss treatment plan;
enrollee and provider are to be
notified of UR determination within
two working days, with adverse
determinations in writing; and
others.

TENNESSEE

Tennessee's new law, effective
April 1992 (HB 1150, 1992), sets
standards for UR including: notifi-
cation of a determination by UR
agent within two business days of
receipt of request for determination;
appropriateness of determination by
UR agent is to be reviewed by a
physician or according to standards/
guidelines approved by a physician;
denials must include a principal
reason; written description of
appeals procedure; availability of
toll-free Iine 40 hours/week;
confidentiality of records; physi-
cians or psychologists making UR
determinations shall have current
licenses from state licensing agency;
and other provisions. The Depart-

States to be highlighted
next month

Colorado Nebraska
Florida New Hampshire
Georgia North Carolina
Kentucky Rhode Island
Louisiana South Carolina
Maine Virginia
Mississippi

ment of Commerce and Insurance
has regulatory authority.
(Tennessee's standards are based on
standards set by the Utilization
Review Accreditation Commission.)

~~
OPERATIONS MANAGER,

WESTERN REGION

PPC, Inc., a leading national EAP
and managed mental health care
$rm is looking fora proven manage-
rnent/clinical professional to
manage our Western States area
operations: Position is located in
California, preferably the Los Angeles
azea, with travel involved. Major
responsibilities include quality
assurance and multi-state manage-
ment of all area clixiical/account
service activiries, expense control
and human resources management.
Responsible for establishing and
maintaining relationships with
client companies.

The successful candidate must
possess a masters degree (prefer MSW)
or PhD with a current clinical license.
Requires 5 years experience manag-
ing in a clinical/account service
setting with responsibility for
clixiical supervision, general staff
and fiscal management. A minimum
two years experience in chemical
dependency assessment/treatment,
psychiatric assessment, use of
short-term counseling models and
DSMIIIR

Please send resume and salary
history to:

DOUG 3TUDEBAHER
REGIONAL VICE PRESIDENT
P.P.C.. INC.
1620 26th Street
Suite 2050
Santa Monica, CA 90404

An Equal Opportunity Employer
M/F/H/D



FAX TO EAPA AT 703-522-4585

~~~~~~~~~~~~~~a~~~~~~~~~~~~~~~'
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:for EAPA's 3rd Public Polic ConferenceY
i February 21-23 • Loew's L'Enfant Plaza Hotel ~ Washington, DC i
~ ~
~ Conference registration includes all workshops, all PDHs, Monday Continental Breakfast and Reception; Tuesday ~
~ Breakfast and Luncheon. ~

Name (Credentials) ~
1

~ Company Name ~

Address ;

~ City State Zip ~

Telephone ( ) ;

~ EAPA Member Registration Fee .............................................................................................................$150.00 ~
~ Non-Member Registration Fee ............................................................................................................... $200.00 ~

Addtionlal Breakfast Tickets .....................................................................................................................$ 20.00 ;

~ ❑ Yes, I will be attending the Monday reception ~
❑Check here if you are disabled or require special services. Attach a written description of your needs. ,

~ Registration Fee ................................................................................................................................$ .00 ~
~ Scandals Tour ...................................................................................................................................$ .00 ~

Additional Tuesday Breakfast Tickets ...............................................................................................$ .00 ~

~ Name of Guests) ~
~ ~
~ Organization ~

~ TOTAL AMOUNT ENCLOSED .......................................................................................................... $ .00 ;

~ My check for $ is enclosed. ~
My Purchase Order for $ is enclosed. ,

0 Charge to my: [ ]American Express [ ]Visa [ ]Master Card ~

Card Number Exp. Date ;

~ Cardholder's Signature ~
~ ~
~ ~

Please fax this completed form to Cancellation/Refund Policy: All cancellations must be ,
EAPA as soon as possible at 703-522-4585. in writing. Written requests postmarked prior to February ,

15, 1993 will be assessed a $25.00 handling fee. There
will be no refunds, for any reason, after February 15,

1993. Substitutions are always welcome. ,

1 ~ 1

1
~ i ~ i i ~ 1

~ 1

`. . i



ON TIME
LABOR FRONT

Working Through Managed Care Roadblocks
by Bob Zientek, CCGC, CEAP
Chair, Education Committee
Labor Assistance Professionals (LAP)
New York, NY

The following article is based on the
presentation by eob Zientek during
the Labor Track of EAPA's 21 stAnnual
Conference in Atlanta.

Mostunion memberswhostrike
do so over wages, right?
Wrong! Accordingtoa1991

study by the AFL-CIO, two thirds of all
workers who were permanently re-
placed were striking over employer
attempts to shift health care costs.

The issue of
health insurance

has become an
increasinglydivi-

sive part of the
"compensation
bundle" arrayed
on the collective
bargaining table
between labor gob Zientek
and manage-
ment. With all other things being
equal, higherhealth insurancecoststo
employers mean lower wages to em-
ployees, but higher deductibles and
copayments hurttheemployee'scom-
pensation package. This concept of
"compensatingdifferentials" iscentral
to insurance concepts in alabor-man-
agementwork setting. Implicit in this
concept is the occurrence that work-
ers opting for less-expensive alterna-
tive forms of care gravitate toward
firms that pay higher wages and offer
HMOs and other forms of managed
careattheexpenseof indemnityplans.

These factors constitute what I con-
sider to be roadblocks to treatment.
The following are observations about
why the roadblocks exist—most of
which are due to restrictive managed
care practices—followed by what
believe some of the solutions should
be.
• Poor benefit design is often con-

sidered the fault of the insurance car-
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rier, but employers are the ones who
hold the purchasing power. Often,
their high regard for near-term cost
containment overrides more sound fi-
nancial decisions.
• There is a general intolerance

toward drug abusers in the workplace.
The same disregard of the public to-
ward people with AIDS is evident as
those with drug problems. Lumped
together, it is easier to push them into
a remote corner.

• 

Forthemostpart, 

insurancecom-

panies are unregulated, uncodified,
and do not need to conform to utiliza-
tion review standards. Even if a state
has criteria, it is often not being en-
forced. Another problem is the lack of
uniform qualifications for agents per-
forming precertification and approv-
als for continuing stays or transfers.
Consequently, many EAP profession-
alsunderstandably lack confidence in
precert people.
• There has been a precedent set

for rationing health care to contain
costs, with the case of Wickline v.
California, the court stated, "Third-
party payors of health care services
can be held legally accountable when
medically inappropriate decisions re-
sultfromdefects in thedesign or imple-
mentation ofcost-containment mecha-
nisms." (Wickline v. State of Califor-
nia, 192 Cal. App. 3rd 1630, 1645 239
Cal. Rptr. 810, 819 (1986).
• Whereas employee assistance is

traditional ly around-the-clock service,
especiallyforemergencies, manyman-
aged care firms are strictly 9-to-5. Fur-
thermore, many managed care firms
need to be sensitized to the need for
emergency service protocols for sub-
stance abuse cases. Finally, some-
times longwaitingperiods are required
for face-to-face appointments.
• Plan participants who are timid,

weak, disabled or ill may have diffi-
culty receiving services if they have a
disagreement with a precertification
specialist.
• The administrative cost of UR

frequently outweighs the savings from

discount physician fees, intrudes on
the physician/patient relationship, and
often lowers the quality of care.
• As an employee assistance pro-

fessional, Ihave never seen a "quality
assurance" survey or questionnaire
from my service providers; been asked
for my input or used in an advisory
capacity; been furnished with "admis-
sion criteria;" or seen the credentials
of the precertification specialists to
whom we entrust our clients/employ-
ees. It suggests a lack of recognition of
the EAP's role in clientcare. However,
as a labor official—that is, someone
regarded by the managed care vendor
as having considerable influence—I
have.

CORRECTIVE STEPS

Employee assistance professionals=
have been grappling with these cir-
cumstancesfor the last five to 10 years.
Some corrective steps that have been
effective for me are:
• Get to know the managed care

firm's system of review. Then, file all
appeals for denials of care directly to
the managed care firm's medical di-
rector. This will help to protect your-
,se,lfand the patient. Put all appeals in
writing. (See sample letter at right.)
• Ask the managed care firm to

define, using community standards,
what is medically necessary. In those
standards, look for the inclusion or
absence of comorbidity factors wh ich,
when documented, do help to authen-
ticate medical necessity. Unwhole-
some ideasorfeelingscansubstantiate
a secondary diagnosis.
• Consider taping your conversa-

tions with precertification specialists,
but be sure to consult with your legal
counsel first. (It is illegal to tape a
phone conversation with another party
if they are unaware of being taped.
There may also be other restrictions.)
• It almostgoeswithoutsaying,but

educate management, especially the
benefits department, about treatment
modalities.



• Know the lexicon of treatment
providers (i.e. prognostic indicators).
Also, know the ASAM Criteria. This
will be helpful in communicatingwith
managed care providers. Most are
delighted to intellectualize. Use it as
an opportunity to have them substan-
tiate their data.
• Analyze trends and margins in

behavioral health care with insurance
underwriters and consultants.
• Advocate universal accesstocare,

which is organized labor's position.
• Utilize labor-managementcom-

mittees to build consensus and gain
clout.
• Make EAP training available for

labor representatives. For example,
through the group called Labor Assis-
tanceProfessionals, many labor repre-
sentatives along the eastern seaboard
are receiving training from Cornell
University's School of Industrial and
Labor Relations. ,
• Support state legislation to regu-

late managed care and establish stan-
dardized criteria.

In the near future, I predict a cur-
tailing of the severe restrictions set by
managed care firms. There are several
reasons for th is. I expect that I itigation
brought by denials of care will be-
come proh i bitivelyexpensive for some
managed care firms. The lobbying
efforts by treatment providers to regu-
late UR, fueled in large part by con-
sumerdissatisfaction,are having more
success. There is broader recognition
about the need to balance managing
care and costs. There is more compe-
tition among new managed care pro-
viders entering the marketplace. Fi-
nally, more and more professionals
working in MAPS are adding to their
expertise in making assessments.

These factors i n some make a com-
pellingcase. They create avenues for
employee assistance professionals to
assert their role in managed care, in-
cludingthe workplace-based functions
they bring to the system. They also
provide evidence that better days are
ahead for EAPs. (~

A Sample letter of Appeal
The following is a generic letter of appeal written by Bob Zientek to object
to referral and continued-stay/discharge decisions made by managed care
specialists that he deems inappropriate. The letter would be sent over the
signature of the treatment provider bei ng den i ed a referra I (that was made by
an employee assistance professional) or subject to denial of approval for
continued patient stay. The letter would be sent to the managed care entity,
with a copy forwarded to the president of the union sponsoring the MAP.

The letter makes reference to "restraint of trade" in the next-to-last
paragraph. Because the letter is written from a service provider's perspec-
tive, with the EAP serving onl y in an advocacy role, a restraint of trade may
occur when one provider is denied business in favor of another provider for
apparently arbitrary reasons. According to Zientek, the claim is germane to
situations in which both the provider denied the referral (whom the em-
ployee assistance professional favored) and the provider designated by the
managed care entity to receive the referral are both on the managed care
entity's preferred provider network and meet the same clinical criteria. This
situation of having EAP referrals redirected by managed care entities occurs
frequently in New York State, he adds.

Dear Sir/Madam:

This letter constitutes a formal letter of appeal for the purpose of obtaining
access to quality, medically necessary health care for our client/employee
(consumer's ID#). Our decision to write is based on the following diagnostic
and/or prognostic indicators:

1)
2)
3)
(NOTE: Reference appropriate patient placement information in the ASAM
Criteria.)

Treatment was deemed to be necessary [by the EAP] based on the above
admission criteria and a comprehensive psycho-social evaluation and
assessment of need, which were performed by one or more of our credentialed
or licensed staff.

Since [managed care firm's] treatment decisions are made in accordance
with [State] regulations, we find your delay [and subsequent refusal] for
authorization of treatment at [licensed treatment facility] or any other
convenient, readily available treatment facility, improper.

We believe your unwillingness to make insurance payment available for
necessary service is inappropriate, unethical and a restraint of trade.

Copies of this appeal are being forwarded to all interested parties pursuant
to this correspondence.

Sincerely,

Name, Title and Affiliation
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