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Introduction

Table of contentsSelecting the right employee assistance program 
(EAP) is a crucial decision for any organization. 
An EAP provides support and resources to 
employees dealing with personal or work-related 
challenges that may impact their wellbeing and job 
performance. 

This resource offers eight best practices to select 
your employee assistance program and why it is 
important to follow them to ensure you make the 
best choice for your workforce.
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1. Needs Assessment

Conduct an anonymous survey among employees 
to identify the most common challenges they face. 
Analyze the survey results to determine the 
prevalent issues, such as stress, work-life balance, 
and financial concerns.

It’s important to conduct a thorough needs assessment 
to understand the specific challenges and issues your 
employees face. In order to do this, you need to identify 
the most prevalent problems, such as stress, mental health 
concerns, financial concerns, or poor work-life balance. 

SmartSolutions Inc. is a tech company with a fast-paced work environment, 
and its employees often face high levels of stress due to tight project deadlines 
and demanding clients.

Lorena, the HR manager at SmartSolutions Inc., conducts an anonymous survey 
among employees to assess their wellbeing and work-related challenges. The 
survey reveals that stress management and work-life balance are the top 
concerns among employees. 

Scenario

Best practices for conducting a survey to assess EAP needs

Ensure confidentiality Guarantee that the survey is completely anonymous to encourage honest and open responses. This fosters trust and increases the likelihood of 
obtaining accurate feedback.

Use a mix of question types Employ a combination of question types to gather comprehensive data. Include closed-ended questions (e.g., multiple-choice) to quantify responses 
and identify trends. Incorporate open-ended questions to allow employees to express their thoughts and feelings in their own words for valuable 
qualitative insights.

Keep it concise and focused Design a concise survey that directly addresses the key areas of concern. Avoid unnecessary or redundant questions, and maintain a clear focus on 
the topics of stress management and work-life balance. 

Test the survey Before launching the survey organization wide, conduct a pilot test with a small group of employees. This helps identify any potential issues with the 
survey's clarity, relevance, or technical aspects. Use the feedback received to refine and improve the final version.

Communicate the purpose 
and benefits

Transparently communicate the purpose of the survey and the potential benefits to employees and the organization. Explain that it aims to identify 
areas where the company can improve support and resources to enhance employee wellbeing and work-life balance. 
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2. Comprehensive Services

Select an EAP provider that offers a variety of 
services. It can include stress management, 
workshops on financial planning, online resources 
for mental health, and wellness programs like 
yoga or meditation classes.

A comprehensive EAP can address various needs and 
provide holistic support. Look for EAP providers that 
offer a wide range of services, including counseling, 
mental health support, financial advice, legal assistance, 
and wellness programs. 

What does a comprehensive EAP look like?

Mental health 
counseling

Financial 
advice

Legal 
assistance

Career 
coaching

Work-life balance 
programs

SmartSolutions Inc. selects a comprehensive EAP provider that offers a wide 
range of services to support their employees' wellbeing.

Dr. Daniels, a licensed counselor and expert in stress management, is part of the 
EAP team. He conducts one-on-one counseling sessions with employees 
struggling with stress and facilitates workshops on mindfulness and 
relaxation techniques.

Among other benefits, the team at SmartSolutions Inc. also has the opportunity 
to attend yoga classes and mindfulness sessions twice a week, both in person 
and remotely. They also have access to free financial and legal advice. 

Scenario

A comprehensive EAP that provides holistic 
support goes beyond addressing only a single 
aspect of employee wellbeing. Instead, it 
encompasses a wide range of services and 
resources to support employees in various 
areas of their lives and both personal and 
work-related challenges. 



Best Practices for Employee Assistance Program Selection // 5

3. Accessibility

What does an accessible EAP look like?

Choose an EAP with a helpline or an online chat 
platform that employees can contact
for immediate assistance. This ensures that 
employees can access support regardless of 
their time zone or work schedule.

Employees should be able to access support easily 
whenever they need it. This is why it is fundamental 
to choose an EAP that offers various access points, 
such as a helpline, online chat, or mobile app.

To assess if an EAP is accessible:

ü Check the availability of helplines or support services.

ü Assess the ease of accessing online resources and 
self-help materials.

ü Ensure multiple communication channels are available 
for employees to seek assistance.

ü Verify language options to accommodate diverse
employee needs.

SmartSolutions Inc. prioritizes easy access to support for its employees.

Emily, an employee in the marketing department of SmartSolutions Inc., works 
in a different time zone. She finds comfort in knowing that she can reach the 
EAP helpline at any time, day or night, when she needs someone to talk to.

Scenario

Helplines Online resources Counseling services

Available whenever employees need assistance, 
regardless of where they are
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4. Confidentiality

Julian, a software developer at SmartSolutions Inc., is facing personal 
challenges but is reluctant to seek support, fearing it might affect his job. 
However, upon learning about the EAP's strict confidentiality policies, 
he feels more comfortable reaching out for counseling.

ScenarioEmployee privacy and confidentiality are essential. 
Make sure that the EAP provider adheres to strict 
confidentiality standards to encourage employees 
to feel comfortable and safe seeking help.

Research the provider's reputation 
and track record. Look for reviews, 
testimonials, and feedback from 
other organizations that have used 
their services. 

Request their confidentiality policies and 
procedures. Look for clear explanations of 
how they handle employee information 
and what measures they have in place 
to protect confidentiality. 

Check if the EAP provider complies with 
relevant data protection laws. Compliance 
with regulations indicates a commitment to 
safeguarding personal information.

Inquire about the qualifications and 
credentials of the counselors. Ensure 
that they are licensed professionals 
who adhere to strict ethical guidelines.

Contact references to inquire about 
their experience with the provider. Ask 
the EAP provider for references from 
other companies or organizations that 
have used their services. 

Carefully review the confidentiality clauses 
in the contract with the EAP provider. 
Ensure that they clearly outline the 
responsibilities and commitments regarding 
the protection of employee information.

Check if the provider has any relevant 
certifications. Some EAP providers 
undergo third-party audits or obtain 
certifications related to data security 
and confidentiality. 

Have open discussions with the EAP 
provider about their confidentiality 
practices. A transparent conversation can 
help clarify any concerns and provide insights 
into their commitment to confidentiality.
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5. Culturally Competent Services

How to assess if an EAP is culturally competent

At SmartSolutions Inc., employees from different cultural backgrounds 
appreciate that the EAP materials and counseling services are available 
in multiple languages and considerate of diverse cultural norms.

Abdo is Pakistani and he appreciates that he can openly speak about his 
Muslim faith without facing prejudice. Janet is a lesbian and is comforted by the 
fact that she can mention her partner to her counselor without feeling the need 
to hide her identity.

ScenarioCulturally competent services ensure that employees 
feel comfortable and supported, regardless of their 
background. Look for an EAP that understands and 
respects the cultural diversity of your workforce. 

Partner with an EAP provider that offers multilingual 
counseling services and materials tailored to the 
cultural backgrounds of your diverse workforce. This 
approach ensures that employees feel understood 
and supported within their cultural context. 

ü Multilingual support: Ensure that the EAP offers support and 
resources in multiple languages.

ü Culturally diverse staff: Check if the EAP provider employs a 
diverse team of counselors who can relate to and understand 
the cultural backgrounds of your employees.

ü Tailored resources: Look for an EAP that provides culturally 
sensitive materials and resources that respect and reflect the 
cultural norms and values of your workforce.

ü Accessibility: Ensure that employees from all cultural 
backgrounds can access the services without language barriers.

ü Sensitive to gender and LGBTQ+ issues: Verify that the EAP is 
sensitive to gender identity and LGBTQ+ concerns to create a 
safe and inclusive environment for everyone.

ü Inclusivity initiatives: Check if the provider actively promotes 
inclusivity initiatives within their organization and in the services 
they offer.

ü Community partnerships: Inquire about the EAP's partnerships 
with community organizations that serve diverse populations to 
understand and support employees' needs better.
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6. Timely Response

Ivana is facing a sudden crisis with her housing situation. She has to move out 
unexpectedly and that is causing her a high degree of anxiety that is spilling into 
her work life. She is relieved to find that she gets an immediate response from a 
counselor who provides her with the support she needs.

Scenario
Fast access to support can prevent issues from 
escalating and improve employee satisfaction. 
The EAP should have a quick response time to address 
employee needs promptly. This plays a vital role in 
mitigating challenges, supporting employees during 
difficult times, and fostering a positive and productive 
work environment. 

Preventing escalation of issues: When employees encounter personal 
or work-related problems, addressing them promptly is crucial. If these 
issues are left unattended or ignored, they can escalate and have a 
more significant impact on the employee's wellbeing.

Boosting employee satisfaction and engagement: Knowing that they 
have access to a supportive EAP that responds quickly to their needs can 
significantly impact employee satisfaction and overall job satisfaction. 
Employees are more likely to feel valued and cared for by their employer, 
leading to increased loyalty and engagement with the organization.

Timely intervention: Offering fast access to support through an EAP 
allows employees to seek help as soon as they recognize an issue. Early 
intervention can be highly effective in managing and resolving problems 
before they become more complex and challenging to address.

Promoting a positive work culture: A fast and responsive EAP fosters
a positive work culture that prioritizes employee wellbeing. Employees are 
more likely to feel supported by their organization, leading to better morale, 
lower absenteeism, and improved retention rates.

Reducing negative impact on work performance: When employees 
face personal issues, these can spill over into their work life. By 
addressing these issues promptly, employees can receive guidance 
and support to manage their personal challenges.

Strengthening employee-employer trust: By providing fast access to 
support, employers demonstrate their commitment to the wellbeing of 
their workforce. This fosters a sense of trust between employees and 
the organization, creating a supportive environment where employees 
feel comfortable seeking help when needed.
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7. Expertise and Credentials

Danilo, a new employee at SmartSolutions Inc., feels reassured knowing 
that the EAP counselor he is speaking with has relevant expertise in dealing 
with workplace stress.

ScenarioVerifying the qualifications and credentials of the 
EAP providers and counselors is of utmost importance 
due to several crucial reasons. It is vital for providing 
high-quality, effective, and ethical support to employees 
and ensures that employees receive the best possible 
assistance. It also reinforces the organization's 
commitment to its employees' wellbeing.

Ensuring competence: Licensed professionals have undergone 
rigorous education, training, and examinations to obtain their 
credentials. Their expertise ensures that they are competent in 
providing appropriate and effective support to employees 
facing various challenges.

Legal compliance: Working with licensed counselors ensures that the 
EAP adheres to legal requirements and regulations related to mental 
health and counseling services, safeguarding both the organization and 
its employees.

Ethical standards: Licensed professionals are bound by a code of 
ethics that governs their conduct and ensures they prioritize the 
wellbeing and confidentiality of their clients. Working with licensed 
counselors instills confidence in the employees seeking help.

Handling complex issues: Some employee concerns may involve 
intricate and sensitive matters that require a specialized approach. 
Licensed professionals are better equipped to address these complex 
issues effectively and ethically.

Tailor support: providers with qualified counselors are better equipped 
to offer tailored assistance based on specific employee concerns, 
whether related to mental health, work-related stress, family issues, 
or other personal challenges.

Effective problem resolution: Licensed professionals have the 
knowledge and skills to identify the root causes of employee issues 
and offer evidence-based strategies for problem resolution, resulting 
in more positive and lasting outcomes.
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7. Expertise and Credentials

SmartSolutions Inc. tailors its EAP to meet employees' unique needs, leading 
to increased utilization and a healthier work culture. Megan, a sales employee, 
appreciates the personalized support after she had her first child. She likes 
talking to a counselor with specific knowledge about parenting and new 
parents. Customizing the EAP demonstrates care for employees, enhancing 
satisfaction and wellbeing. This promotes engagement, integrates with existing 
initiatives, and ensures long-term success, making the program impactful and 
embraced by its employees.

Scenario

Tailored solutions: These help to address specific challenges 
and concerns that are prevalent within your company. This 
ensures that the EAP's resources and services align with the 
reality of your employees' experiences.

Promoting engagement: A customized EAP can be integrated into your 
organization’s existing initiatives and communication, making it more 
visible and accessible to employees. This integration encourages 
engagement with what the program offers.

Enhanced relevance: A customized EAP is more likely to 
resonate with employees as it directly addresses their day-
to-day realities. When employees find the program relevant 
to their lives, they are more inclined to engage with it.

Adapting to changes: Organizations are dynamic, and their challenges 
and priorities may evolve over time. A customized EAP can be adapted to 
address new challenges or changes in the workforce, ensuring its 
continued relevance and effectiveness.

Remote work considerations: By customizing the EAP 
to accommodate remote employees' needs, you can offer 
resources and counseling options that specifically address 
these challenges.

Fostering inclusivity: Customizing the EAP to accommodate different 
cultural backgrounds and work experiences fosters inclusivity. It 
acknowledges and respects the diverse needs of your employees, 
creating a more inclusive and supportive work environment.

Tailoring the program to your company's culture 
and challenges can enhance its effectiveness. 
Seek an EAP that allows some level of 
customization to meet your organization's unique 
needs. Customizing elements of the EAP to fit the 
organization's culture and challenges is crucial for 
tailoring the program's offerings to meet the 
specific needs of every employee. This practice 
promotes utilization, engagement, and overall 
effectiveness of the EAP in supporting employee 
wellbeing and organizational success.


