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“…of all reactions to trauma, resilience is the most 
common.”

“Without formal intervention.”

George Bonanno PhD
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EAP Mission

EAP Mission
In general, EAP is a set of professional services specifically designed to 
improve and/or maintain the productivity and healthy functioning of 
the workplace and to address a work organization’s particular business 
needs through the application of specialized knowledge and expertise 
about human behavior and mental health.  More specifically, an EAP is a 
workplace program designed to assist:

1. Work organizations in addressing productivity issues, and 

2. "employee/member clients" in identifying and resolving personal 
concerns, including health, marital, family, financial, alcohol, drug, 
legal, emotional, stress, or other personal issues that may affect job 
performance.

http://www.eapassn.org/About/About-Employee-Assistance/EAP-Definitions-and-Core-Technology
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EAP Core Technology
1. Consultation with, training of and assistance to work organization leadership 

(managers, supervisors and union officials) seeking to manage troubled employees, 
enhance the work environment and improve employee job performance.

2. Active promotion of the availability of employee assistance services to employees, 
their family members and the work organization.

3. Confidential and timely problem identification and assessment services for employee 
clients with personal concerns that may affect job performance.

4. Use of constructive confrontation, motivation and short-term intervention with 
employee clients to address problems that affect job performance.

5. Referral of employee clients for diagnosis, treatment and assistance, as well as case 
monitoring and follow-up services.

6. Assisting work organizations in establishing and maintaining effective relations with 
treatment and other service providers, and in managing provider contracts.

7. Consultation to work organizations to encourage availability of and employee access 
to health benefits covering medical and behavioral problems including, but not 
limited to, alcoholism, drug abuse, and mental and emotional disorders.

8. Evaluation of the effects of employee assistance services on work organizations and 
individual job performance.

Practice Standards
B. CRISIS INTERVENTION 

STANDARD: The employee assistance program shall offer responsive crisis intervention 
services to employees, eligible family members, and the organization.  

INTENT: The EAP must be prepared to respond to emergencies and urgent situations in a 
timely fashion to ameliorate or minimize the impact of the crisis on the organization and 
employees. 

ESSENTIAL COMPONENTS: 
1.  The EAP must establish procedures for 24-hour availability of crisis intervention services 
and response by qualified professionals. 
2.  The EAP must provide for the availability of critical incident response services to the 
organization and its employees. 

RECOMMENDED COMPONENTS 
1. The EAP should consult with and train organization leadership in advance regarding 
how to handle crisis situations in the workplace, including how to access the EAP. 
2. The EAP should be an integral component of the organization’s overall emergency 
response plan. 

See also-http://www.eapassn.org/CriticalIncidentContinuum

Dual Clients

Employees Organization

Dual ClientDual Client
One issue

Multiple perspectives
Neutral
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STRESS  RESPONSE

COLLEGIAL GRIEF

RESIL IENCE

Clinical

Stress and the Stress Response

Homeostasis- Frontal Cortex

Amygdala- emotional processing/interpretation (fear/threat)

Hypothalamus- Command Center “alerts” the rest of the body
◦ Adrenal glands release adrenaline

“Adopting the right attitude can convert a negative stress into a positive one.” 
-Hans Selye

Sympathetic Nervous System
HPA Axis
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Stress and the Stress Response

Homeostasis- Frontal Cortex

Amygdala- emotional processing/interpretation (fear/threat)

Hypothalamus- Command Center “alerts” the rest of the body
◦ Adrenal glands release adrenaline

HPA Axis (fight flight)
◦ Pituitary gland releases ACTH
◦ Adrenal glands- releases Cortisol

Mission Accomplished- HPA Axis shuts down.
◦ Parasympathetic Nervous System activated

With Assistance- Relaxation Response
◦ Diaphragmatic Breathing

◦ Prayer
◦ Yoga

“Adopting the right attitude can convert a negative stress into a positive one.” 
-Hans Selye

Breathe

https://www.youtube.com/watch?v=UB
3tSaiEbNY

Release of Acetylcholine:

• Decrease blood pressure
• Diminish respiratory rate
• Lower pulse rate
• Diminish oxygen consumption
• Decrease carbon dioxide 

output
• Decrease in blood lactate levels
• Increase in alpha brain waves
• Improve sense of mental well-

being

Activating the Parasympathetic Nervous System

The Relaxation Response
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Prolonged Stress Response
HPA Axis remains activated.

Emotional/Behavioral Physical

Feelings of depression, sadness and apathy Damage to blood vessels and arteries

Easily frustrated Increase blood pressure- risk of heart 
attacks and strokes

Externalizing Increased glucose production 

Indifference Exacerbation of gastric irritation 

Disconnection Increased release of free fatty acids 

Exhaustion Suppression of immune mechanisms 

Decline in hygiene Exacerbation of herpes simplex 

Helplessness Weight gain

Cynicism

End of the Stress Response

•Threat diminished

•Perception is altered 

•Achieved safety

•Body has been polluted

•Suppressed sensory material

•Recovery stages

Resilience

EAP

Key tip: The process of resilience begins before the 
EAP is contacted.

Recovery Stages

Safety Shock Denial Disruption Reintegration

Shock
•Normal protective 
reaction
•Feel stunned or dazed
•Automatic pilot
•Physical impact from  
stress response

Denial
•Normal protective 
reaction
•Disconnect from the 
event
•Feels like you are in a 
movie
•“I can’t believe…”

Disruption
•Can no longer deny 
reality
•Onset of post stress 
reactions 
•Revisit earlier stages

Reintegration
•Able to make sense of 
the event 
•Reactions abate
•Return to routine or 
develop a new routine
•Generate positive, life 
changing behaviors
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Cognitive Behavioral Emotional Physical* 

confusion 
nightmares 
uncertainty 
hypervigilance
suspiciousness 
intrusive images
blaming someone 
poor problem solving 
poor abstract thinking 
poor attention/ 
decisions 
poor concentration 
disorientation of time, 
place or person 
difficulty identifying 
objects or people 
heightened or 
lowered alertness 
increased or decreased 
awareness of 
surroundings 

withdrawal
antisocial acts
inability to rest
intensified pacing
erratic movements
change in social
activity
change in speech
patterns
loss or increase of
appetite
hyperalert to
environment
increased alcohol
consumption
change in usual
communications

fear 
guilt 
grief 
panic 
denial 
anxiety 
agitation 
irritability 
depression
intense anger 
apprehension 
emotional shock 
emotional outbursts 
feeling overwhelmed 
loss of emotional 
control 
inappropriate 
emotional 
response 

chills 
thirst 
fatigue 
nausea 
fainting 
twitches 
vomiting 
dizziness 
weakness 
chest pain 
headaches 
elevated BP 
rapid heart rate 
muscle tremors 
shock symptoms 
grinding of teeth 
visual difficulties 
profuse sweating 
difficulty breathing 

Making Stress Work for You
Eustress vs Distress

Same chemistry, different interpretations
◦ If we view something as awfully stressful, it will flood our bodies with that rich cocktail 

of fight-or-flight chemistry. (Lazerus, 1993) 

◦ You create the biology of courage” when you interpret the physical symptoms of stress 
– such as a pounding heart – as a “call for action,” as opposed to a call for dread. 
(McGonigal, 2014)

Eustress could be triggered by positive forms of social engagement, 
resourcefulness, and communal support (Suedfeld, 1997).

◦ The Band of Brothers/Sisters - Oxytocin Hormone

◦ Evidence that Pro-social behaviors: relaxation, trust, psychological stability increase

◦ Reduces stress response including anxiety

The more control a person has over the environment with the stressor, the less 
likely their response to it will be negative and take the form of ‘distress.’ 
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MOST COMMON REQUEST FOR EAP CIR SERVICES -

DEATH OF AN EMPLOYEE

Collegial Grief

Types of CIR

R3 Continuum 
2007-2011
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Models- Stages

1. Denial and isolation; 

2. Anger; 

3. Bargaining; 

4. Depression; 

5. Acceptance.

“Grief is not just a series of events, or stages or 
timelines.”

David  Kessler: On Grief and Grieving (2005). 

Employee Death
Range of Collegial Relationships

Professional

Mentor

Superficial

Indifferent

Competitive

Dating

Friend

Acquaintance

Teammate

Trusted

Respected

Family

Dislike

Political

Romantic

Maternal/Paternal

Hostile

None

Dual Process Model of Grief- 1995 by Margaret Stroebe 
and Henk Schut

The bereaved move between (oscillate) the emotions of 
grief work (loss oriented stressors) and the learning of 
new roles and adapting to a different life (restoration-
orientation stressors). 

Reintegrative, Sociological Model of Grief- 1999 by Tony 
Walter

In our present world it is the individualization of loss that 
is significant; the journey through bereavement is more 
to do with personality, habits of coping with stress than 
a ‘one size fits all’ overarching ‘grief process’

Individuals experience problems when they try to adopt an 
approach that is counter to their natural style. (Martin and 

Doka, 2000)

Relevant 
Grief 

Approaches 
to EAP CIR
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Collegial Grief

Collegial- relating to or involving shared responsibility, as among a group 
of colleagues.

Grief - Grief is the internal part of loss, how we feel. It is the reflection 
of the connection that has been lost.

Common Employee Reactions

Shock/Disbelief

Employees are psychologically unprepared for the news.
1

Sadness

Employees may experience a variety of feelings, but sadness is the dominant reaction.
2

Work Integration

Engine of work demands its employees to find a way to move forward and return to work.
3

Conducting a Grief/Resilience Group

Goal: Provide a forum to stabilize reactions and help bounce 
back from the impact of loss.

• Crisis Intervention vs. mourning process 

• Organicity

• Manageable size for interaction

• Consider Homogeneity

• Consider the impact of leadership attendance

Grief/Resiliency Group Entry Points

The day of notification

Shock and disbelief

• Coming to terms with 
the information

• Spontaneous 
emotional reactions

• Survivors
• Normalize
• Safety/Org. role
• Death Rites
• Low impact

Sadness

24-72 hours

• Residual disbelief
• Personalize
• Vulnerable
• Other losses
• Plan death rite 

attendance
• Oscillation- tips 

emotion
• Educate forward

Work Integration

72 hours +

• Post Death Rite
• Oscillation- tips 

work
• Return to own 

work
• Additional work
• Org. change

Normalize relevant to the connection

28
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Resiliency/Grief Group
Introduction

◦ Condolences

◦ Who you are

◦ Confidentiality

◦ Respect various connections

Collegial grief
◦ Shock/disbelief 

◦ Sadness 

◦ Work integration

Summary

Grief/Resilience Group
Introduction + condolences

“My name is XXXX and I’m with XXXX Employee 
Assistance Program. Before we begin, on behalf of the 
XXX EAP, let me offer my condolences for the loss of 
your colleague, XXXX.  The news comes sudden and 
we feel the impact very rapidly. This group is just to 
take some time to help us with our reactions here in 
the workplace. Many of us have experienced grief 
before in some way, but it is more uncommon when 
we experience it at work.  For those of you who are 
not aware of the type of services an EAP provides….”

Grief/Resilience Group
EAP Services and Confidentiality

…So that’s who we are.  I also want you to know that 
as a licensed professional, what is shared in this group, 
stays in this group. By law, I will not disclose any 
information shared in this group, unless someone’s 
health is at risk. Be mindful of any company policy you 
may have regarding disclosure of information.  I hope 
that each of you will respect each other’s privacy as 
well and not share information outside of the group. 
Can I get some agreement on this?
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Grief/Resilience Group
Connection and First Question

…One last thing before we start. Each of you have had 
a unique relationship with XXXX. Each person’s 
connection is different. Some may have been closer to 
XXXX than others, and based on this level of closeness, 
all of our reactions are unique to that level of 
connection. It is important what we respect these 
differences.  Does anybody have any questions on 
anything I said thus far?

“What were your first thoughts when 
you heard about (colleague’s name) 

death?”

Emotional Reactions

While you’re just beginning to accept the loss, information 
about the funeral will be coming. Are folks planning to 
attend?

While you’re just beginning to accept the loss, information 
about the funeral will be coming. Are folks planning to 
attend?

Paying respect in some form is important to help us say 
goodbye. What may also be helpful is as a workgroup, is to 
think of something to do collectively. Taking collections for 
donations or flowers for example are fairly common…

Paying respect in some form is important to help us say 
goodbye. What may also be helpful is as a workgroup, is to 
think of something to do collectively. Taking collections for 
donations or flowers for example are fairly common…
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Reintegrating Work

What also makes losing a colleague at our workplace a challenge is that 
at some point we have to get back to work and think about how to 
attend to not only (deceased) work, his/her workspace, responsibilities, 
etc., but to our responsibilities as well. The decisions about the 
(deceased) position and work will be the responsibility of your manager, 
but when you think about your work, what challenges do you see, if any, 
in returning to your role and responsibilities?

What also makes losing a colleague at our workplace a challenge is that 
at some point we have to get back to work and think about how to 
attend to not only (deceased) work, his/her workspace, responsibilities, 
etc., but to our responsibilities as well. The decisions about the 
(deceased) position and work will be the responsibility of your manager, 
but when you think about your work, what challenges do you see, if any, 
in returning to your role and responsibilities?

SUMMARY

We are coming to an end of our time today…
• Highlight and educate on the flow of collegial grief.
• Pay attention to the balance between emotional impact and work.
• Reconnect to the important sources of wellness and relationships in 

your life.
• EAP…

We are coming to an end of our time today…
• Highlight and educate on the flow of collegial grief.
• Pay attention to the balance between emotional impact and work.
• Reconnect to the important sources of wellness and relationships in 

your life.
• EAP…

Little 
Interest 
in Aunt 
Mollie

Contagious
Awkward 
Silences

C.I. vs. 
Therapy

Reemerging Losses

Additional 
Challenges

Connection to Cause

Age and Promise

Cultures

◦ Friendship

◦ Emergency

◦ Family

First Significant Loss

Across Departments

Mentoring

Holidays

• You are not a representative of leadership, nor 
are you an employee advocate..

• Neutral
• Normalize reactions; let them have their say
• Validate the intensity of their feeling; express 

concern of this overshadowing other feelings.
• Support a healthy resolution process.

BLAME
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Organizational Response to Employee Death

• Sudden and Unexpected
• Notification- Include EAP onsite plan
• Death rite coordination
• Work gap coverage
• Transition

• physical spaces
• personal belongings
• memorials
• hiring/reorg
• mentorships

Critical Incidents and Death

Rescue attempt

Shock and denial

Why?

Circumstances

Fallen
Workplace 
Violence

SuicideAccidents

Crime/legal system

At large

Scene and workplace

Stigma and shame

Relief – confusing messages

Witnesses

Inspection

Triggers

Guilt reactions

Intimacy

Multi-Stakeholders
I heard that the employee committed suicide, what do you know?

That is a fair question. Understanding the cause of death helps us organize 
our thinking. First off, to answer your question directly, if the EAP were 
involved with the family, all information would be confidential, which is 
protected by law.

In talking with your leadership, it is my understanding the family did not 
make public the cause of death. I don’t find that unusual so soon after the 
death. It is their right to pursue privacy at a difficult time. I was also informed 
that your workplace, by policy, would not release a cause of death in their 
announcement. Did you all read this? That too is standard practice. 

So there is an absence of public information that feels important.  That 
information may never become public, or maybe it is shared later, but for 
now, let me ask you, what is it like not having this information at a time you 
are processing the loss of your colleague? Do you need this information to 
move through any grief reaction you are experiencing?
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Traumatic Loss

Violent death. A violent death is devastating for loved ones and for those who witnessed it or narrowly survived. 
Preoccupation with causal accusations, guilt, or wishes for retaliation is common. A senseless tragedy, loss of innocent lives, 
and deliberate acts of violence are especially hard to bear. 

Untimely death. Untimely losses are hardest to bear. The death of a child or young spouse seems unjust and robs future hopes 
and dreams. The loss of parents with young children requires reorganization of the family system. 

Sudden death. Sudden losses shatter a sense of normalcy and predictability. Shock, intense emotions, disorganization, and 
confusion are common in the immediate aftermath. Loved ones, unable even to say their goodbyes, may need help with 
painful regrets. 

Prolonged suffering. Prolonged physical or emotional suffering before death (e.g., with assault, torture, or lack of medical 
care) increases family agony, as well as anger or remorse. 

Pile-up effects. Families can be overwhelmed by the emotional, relational, and functional impact of multiple deaths, 
prolonged or recurrent trauma, and other losses (homes, jobs, communities) and disruptive transitions (separations, 
migration). 

Past traumatic experience. Past trauma or losses, reactivated in life-threatening or loss situations, intensify the impact and 
complicate recovery.

Deaths that are untimely, sudden, and/or violent are the most common 
source of trauma (Norris, 2002)

Norris, F.H. (2002). 60,000 disaster victims speak: Part 1. An empirical review of the empirical literature, 1981–2001. Psychiatry: Interpersonal and Biological 
Processes, 65, 207–239
Walsh, F., (2007) Traumatic Losses and Major Disasters Strengthening Family and Community Resilience. Family Process, Vol. 46, No. 2.

Addressing Traumatic Loss
Suffering can be exacerbated by a narrow focus on individual trauma 
symptoms; by heightening worry that common trauma reactions are an 
early sign of PTSD, a psychiatric disorder; and by opening up intense, 
overwhelming, and painful memories and feelings, including helplessness 
and rage.- Froma Walsh, Ph.D.

◦ Normalize and contextualize distress

◦ Empower through reconnection of strengths and active coping strategies

◦ Follow-up and referrals

◦ Engage in other systems- family, community, spiritual

Resilience is not a straight line.

Survivors oscillate between preoccupation with grief and reengagement 
to a world forever transformed by loss.

Symptoms of depression, anxiety, substance abuse and relational 
conflict are common.

Walsh, F., Traumatic Loss and Major Disasters: Strengthening Family and Community Resilience. Family Process, Vol. 46, No. 2,
2007

EAP CIR Strategies for Coping with Traumatic Loss

Employees are still dealing with their own fight/flight reactions in the acute 
phase.

Psychological First Aid approach

Encourage family connection for victims.

Encourage community activity, attend only if ready.

Connect with support services.

Discourage isolation.

Power of team in its collective experience.

We all feel these losses because it could have been us or our loved ones.

We don’t get over it, we learn to live with it.
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Honoring Survivors
“Many of his co-workers were there.  I gave every one of them a 
hug and held grown men as they wept and told me stories 
about my son. I will never forget their kindness,” one family 
member said.
• Planted a tree and had a memory stone made
• Created a plaque and gave it to the family

• Organized a memorial event at the workplace and invite the family

• Donated to a charity of the family’s choosing in honor of the worker
• Donated to a scholarship fund established by the family

• Dedicated or named something (a garage, a park, a boat) in honor of 
the worker

• Sent flowers to the cemetery each year on the anniversary of the 
death

• Placed a memorial in the newspaper on the anniversary of the death

Pandemic Challenges
Paying Respect and Closure
Helping Survivors

◦ Formalize a process through technology
◦ Video Chat

◦ Formalized speakers

◦ Time limit

◦ Help family set boundaries for grieving activities
◦ Explore Postponing/anniversary

Helping employees:
◦ Express condolences through technology
◦ Website Services
◦ Write a letter, sending a card

◦ Discuss with employer how to recognize upon reopening workplace

Helping Employers:
◦ Acknowledge upon notification
◦ Reach out to survivors; share workplace story

◦ Consider a plan for announcement upon reopening of workplace

Collegial Grief Summary

Organizational impact

Feelings associated with the loss of a 
connection

Resilient process vs mourning process

Workplace culture

Death as a consequence of a critical incident
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ResilienceResilience

Personal Attributes

Optimism  
Altruism
Moral compass
Faith and Spirituality
Humor
Role models
Social Supports
Mission in Life

Training  
Hardiness
Perseverance
Mindfulness
Problem solving
Decisiveness
Pursue meaning
Pursue growth

750 Vietnam vets held as POWs for 6-8 years, who did not develop PTSD 
identified critical characteristics of resilience that were key to their 

survival:

Organizational Attributes
Organizational resilience = The ability for a business or industry, including its 

employees, to bounce back from adversity and change.
SAMHSA

Proactive employees. 
Clear mission, goals, 
values. 
Encourages opportunities 
to influence change. 
Clear communication. 
Nonjudgmental. 
Emphasizes learning. 
Rewards high 
performance.
Recognition.

Open communication. 
Supportive colleagues. 
Clear responsibilities. 
Ethical environment. 
Sense of control. 
Job security. 
Supportive 
management. 
Connectedness among 
departments. 
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Resilience

Many studies show that the primary factor in resilience is 
having caring and supportive relationships within and 
outside the family. 

Definition: Resilience is the process of adapting well in the 
face of adversity, trauma, tragedy, threats, or even 
significant sources of stress -- such as family and 
relationship problems, serious health problems, or 
workplace and financial stressors. It means "bouncing back" 
from difficult experiences. (APA.org)

Significant Relationships

Relationships that create love and trust, provide role 
models, and offer encouragement and reassurance help 
bolster a person's resilience.

o Family
o Clergy
o Friendship
o Teachers
o Coaches

o Managers
o Stewards
o Colleagues
o Wellness

Study of Resilience

1980 PTSD into the DSM 3

John Wilson 1995 studied resilience in survivor populations:

◦ locus of control (i.e., a sense of efficacy and determination), 

◦ self-disclosure of the trauma experience to significant others,

◦ a sense of group identity and sense of self as a positive survivor, 

◦ the perception of personal and social resources to aid in coping in the 
post-trauma recovery environment, 

◦ altruistic or pro-social behaviors,

◦ the capacity to find meaning in the traumatic experience and life 
afterward, and 

◦ connection, bonding, and social interaction within a significant 
community of friends and fellow survivors. 
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Positive Psychology and Resilience

What does Positive Psychology have to say about the 
prevalence of PTSD, suicide, substance abuse , divorce, 
and depression in the military? 

RESILIENCE

After 1 month+ return to 
pre-incident functioning

PTSD
Depression
Suicide

Post 
traumatic 
growth

Graph for illustration purposes

Demonstrating 
Resilience

Vulnerability Factors 
Inhibiting Resilience

Protective Factors 
Enhancing Resilience

Facilitators of 
Resilience

Individual Resilience 

The ability for an individual 
to cope with adversity and 
change

•Optimism 
•Flexibility 
•Self-confidence 
•Competence 
•Insightfulness 
•Perseverance 
•Perspective 
•Self-control 
•Sociability 

•Poor social skills 
•Poor problem solving 
•Lack of empathy 
•Family violence 
•Abuse or neglect 
•Divorce or partner 
breakup 
•Death or loss 
•Lack of social support 

•Social competence 
•Problem-solving skills 
•Good coping skills 
•Empathy 
•Secure or stable family 
•Supportive relationships 
•Intellectual abilities 
•Self-efficacy 
•Communication skills 

•Individuals 
•Parents 
•Grandparents 
•Caregivers 
•Children 
•Adolescents 
•Friends 
•Partners 
•Spouses 
•Teachers 
•Faith Community 

Organizational Resilience 

The ability for a business or 
industry, including its 
employees, to cope with 
adversity and change

•Proactive employees 
•Clear mission, goals, and 
values 
•Encourages opportunities 
to influence change 
•Clear communication 
•Nonjudgmental 
•Emphasizes learning 
•Rewards high performance 

•Unclear Expectations 
•Conflicted expectations 
•Threat to job security 
•Lack of personal control 
•Hostile atmosphere 
•Defensive atmosphere 
•Unethical environment 
•Lack of communication 

•Open communication 
•Supportive colleagues 
•Clear responsibilities 
•Ethical environment 
•Sense of control 
•Job security 
•Supportive management 
•Connectedness among 
departments 
•Recognition 

•Employers 
•Managers 
•Directors 
•Employees 
•Employee assistance 
programs 
•Other businesses 

SAMHSA.gov; (Kelly, 2007) 

Confront Adversity

Rebound Direction

Active Coping

Resilience

Activating Resilience
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Temporal Dimensions of Resilience

Confront 
Adversity

Rebound 
Direction

Active Coping

• What are we 
rebounding to?

• Priorities
• Attribute Guides

• Purpose in life
• Spiritual
• Moral 

Code/Values
• Optimism

• Barriers
• Normal 

reactions
• Just not ready

• Stay in the present
• Maintain mood 

clarity
• Pursuit of 

understanding
• Evaluating choices
• Catharsis

• Healthy 
Appraisals 
(Narrative)

• Reframes
• Engage with 

significant others
• Problem solving
• Stress Mgmnt.

Clinical Core 
Knowledge-
Summary

Stress Response

Collegial Grief

Resilience

Crisis Intervention
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Crisis Intervention Principles

Brevity. Response is usually less than 72 hours.

Immediacy. Receive help as soon as they experience reactions 
such as tremors, nightmares and headaches.

Centrality. Screened at a central location from which they may 
be returned to duty if departure is deemed inappropriate.

Expectancy. Expected to return to duty.

Proximity. Response is at the point of incident or as near to it 
as possible.

Simplicity. Basic measures such as rest, food, hygiene and 
reassurance are provided.

Peer Team Benefits

“People who have experienced a tragedy tend to 
think that no one else knows what they are 
experiencing.  Through peer support, they realize 
they are not alone, and that’s a driving force here.”

-Mark Jones, Union Pacific’s director of employee 
assistance and support services.

•Psychological well-being

•Fosters resilience

•Reduce Mental Health Stigma

•Rapid Deployment

•Uniformity

•Extends to families

The Strength Within-
EAP RALLI Support System

Training EAPs to establish and support on site 
peer teams

Integrates MSRA, PFA, MHFA, Crisis Intervention 
Approaches

Common in worker population with high degree 
of stress and exposure to trauma:

◦ First Responder

◦ Hospitals

◦ Transportation

◦ Hazardous Materials

Creates seamless partnership with EAP CIR 
services

R ecognize and Respond
A wareness of Risk
L isten Nonjudgmentally
L earn Sources of Resilience
I nitiate Reconnection 
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Psychological First Aid

PFA providers often model a sense of hope that survivors 
cannot always feel while they are still attempting to deal 

with what happened.

Principles and techniques of Psychological First Aid meet four basic 
standards. They are: 

• Consistent with research evidence on risk and resilience following 
trauma 

• Applicable and practical in field settings 
• Appropriate for developmental levels across the lifespan 
• Culturally informed and delivered in a flexible manner

PSYCHOLOGICAL FIRST AID

https://www.ptsd.va.gov/professional/treat/type/psych_firstaid_manual.asp

Basic Objectives of 
Psychological First Aid 

Establish a human connection in a non-
intrusive, compassionate manner.

Enhance immediate and ongoing safety, and 
provide physical and emotional comfort. 

Calm and orient emotionally overwhelmed or 
distraught survivors. 
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Basic Objectives of 
Psychological First Aid 

Help survivors to tell you specifically what 
their immediate needs and concerns are and 
gather additional information as appropriate. 

Offer practical assistance and information to 
help survivors address their immediate needs 
and concerns.

Connect survivors as soon as possible to social 
support networks, including family members, 
friends, neighbors, and community helping 
resources. 

Basic Objectives of Psychological First Aid 
Support adaptive coping, acknowledge coping 
efforts and strengths, and empower survivors; 
encourage adults, children, and families to take 
an active role in their recovery. 

Provide information that may help survivors 
cope effectively with the psychological impact of 
disasters. 

Be clear about your availability, and (when 
appropriate) link the survivor to another 
member of a disaster response team or to local 
recovery systems, mental health services, 
public-sector services, and organizations. 

Impact
• Shock and disorientation
• Lack concrete resources
• Lack of information
• Lack of/assembly of leadership
• Overlap with first responders
• Contingency/emergency response 

plans

PFA and EAP

24 Hours Post-incident

Retail
• Return to business
• Image
• Shareholders

Hospitals
• Return to care
• 24/7

Outreach
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EAP CIR Ethics

Ethics
Ethics are standards that are 
used by members of a profession 
or group to determine what the 
right course of action in a 
situation is. Ethics rely on logical 
and rational criteria to reach a 
decision, an essentially cognitive 
process.

Ethical Dilemma

An ethical dilemma is a conflict in which you have to 
choose between two or more actions and have 
ethical reasons for choosing each action.

Right vs. Right

1. One must make a decision about which course 
of action is best.

2. There must be different courses of action to 
choose from.

3. No matter what course of action is taken, some 
ethical principle is compromised. In other 
words, there is no perfect solution.  

Karen Allen Ph.D

A healthy decision-making process starts with 
knowing the resources to turn to for guidance.

Other Sources for 
Ethical Decisions

The EAPA Code of Ethics 
http://www.eapassn.org/Portals/11/Docs/A
bout/EAPACodeofEthics0809.pdf

EASNA Code of Ethics-
https://www.easna.org/research-and-best-
practices/what-is-eap/code-of-ethics/

NASW-
https://socialwork.utexas.edu/dl/files/acade
mic-programs/other/nasw-code-of-
ethics.pdf

APA- http://www.apa.org/ethics/code/

Professional Counselors-
https://www.counseling.org/docs/default-
source/ethics/2014-aca-code-of-
ethics.pdf?sfvrsn=fde89426_5

EAP Leadership

Organizational Leadership

Supervision

Peers

Trainings
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Potential Crisis Intervention Ethical Traps

•Objectivity Trap- Over-identification/over-invested

•Circumstantiality Trap- belief that what is “right” or 
“wrong” behavior depends on the circumstance.

•Role Trap- functioning outside their role as an EAP 
crisis counselor

•Who Will Benefit Trap- limiting the services to those 
that the crisis counselor perceives as benefitting and 
being deserving of crisis counseling, such as women 
and children versus soldiers

•That’s how we do it in the USA Trap -providing 
services using American frame of reference rather 
than looking at the cultural, historical, ecological, 
etc., setting

•Vicarious Trauma Trap- the perception that what s/he 
(crisis counselor) is doing is not making any difference, 
is not helpful.

Jordan, K. (2010). An ethical decision-making model for crisis counselors. Retrieved from 
http://counselingoutfitters.com/vistas/vistas10/Article_89.pdf 

EAP Ethical Decision Making

Consider the 
potential conflicts 
in the situation.

1

Consider who has 
a legitimate 
interest in this 
situation.

2

Consider all the 
possible 
choices/outcomes 
of action.

3

Make a decision.

4

Ethical Issues and Codes. (2017, April 21). Retrieved March 11, 2018, from 
http://www.eapassn.org/About/About-Employee-Assistance/Ethical-Issues-and-Codes

Multi-Systemic Resiliency Approach
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RoutineIncident

EAP CIR and the Resilience Continuum

Building Resilience Sustaining ResilienceRoutineIncident

• Lock-down drills
• Threat assessment teams
• Workplace Violence 

Training

Mass 
Shooting

EAP 
Critical 

Incident 
Response

EAP Employee/Member 

Organization 

Multi-Systemic Resiliency Approach

Professional 

Strength Strength

Organizations + Employees
Pre-Incident Mitigation

Culturally based contingency plans

Internal Resources

Security

Threat Assessment Teams

Peer Teams

Medical

HR

External Partnerships

EAP Partnership

Prevention

Wellness Training

Resilience Programs

WV Programs

Families

Communities

Organizational Allegiance (Pre-incident 
connections)

Leadership

Colleagues

Shareholders

Customers

Professional Identity
Licenses

Regulations

Stature

Income

Contingency Awareness

Benefits
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•Clan- This environment is a friendly 
one. Similar to a large family. 
Promotes teamwork, participation, 
and consensus.

•Adhocracy- This is a dynamic and 
creative working environment. 
Employees take risks. The 
organization promotes individual 
initiative and freedom.

•Market- The emphasis on winning 
keeps the organization together. 
Reputation and success are the most 
important. The organizational style is 
based on competition.

•Hierarchy-Keeping the organization 
functioning smoothly is most crucial. 
Formal rules and policy keep the 
organization together. 

•Emergency Service- Mission 
oriented, closed system, high reliance 
on training and on each other.

Workplace Culture
Culture is the character 
and personality of your 
organization. It's what 
makes your organization 
unique and is the sum of 
its values, traditions, 
beliefs, interactions, 
behaviors, and attitudes

Understanding 
the Workplace

Labor Unions
◦ “Members” 

◦ Collective bargaining

◦ Crisis strengthens solidarity

◦ Dual EAPs

Unify leadership as an 
act of wellness.

Essential Workers
First Responders

Medical personnel

Home care workers

Grocery store and drug store employees 

Domestic workers

Federal, state, and municipal employees 

Food service workers

Janitorial staff 

Farm workers 

Delivery drivers

Warehouse workers

Transportation workers

Child-care workers
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EAPs + EAP Responders
24/7 Access

Crisis Response

Worldwide Networks

Full Spectrum of Services

Multiple Stakeholders

Confidential

Customizable Programs

Specialized Training

Partnering Relationships

Culture Sensitivity

Treatment  Access

Multiple Resources

Specialized CIR Training

Clinical Background

Locally Connected
Familiar

Flexible

Resourceful

EAP Savvy
Customer Service Orientated

Dual Client Focused

EAP Representative

Partnership Seat at the table
◦ Interdepartmental familiarity

◦ Pre-incident/post planning

◦ Accountability

Culture awareness

Operational efficiency

Realistic expectations

Care

EAP Service Models
Internal

◦ Strength: 
◦ Organizational seat

◦ Strong cultural connection

◦ Tailored response approach

◦ Challenges
◦ Perception of neutrality

◦ Perception of confidentiality

◦ Availability outside work hours/family 
access

◦ Multiple roles

External

◦ Strength
◦ Perception of confidentiality

◦ Expansive network

◦ Access

◦ Menu of services/products

◦ Challenges
◦ Intimacy with Culture

◦ Organizational partnering

◦ Moving parts

◦ Business model

Crisis Vendor

Strengths Challenges

Expansive Network Training background

Rapid Deployment EAP Savvy
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From Practice to Workplace
• High Emphasis on Customer Service

•Training

•Flexibility

•Physical Environment- outside comfort zone

•Unique influence of culture

• Connectedness

• Generational

• Resilience

• Attitudes

• Wellness

•EAP Hat-Two Clients

• Employee

• Organization

•Crisis Intervention

EAP 
Critical 

Incident 
Response

EAP Employee/Member 

Organization 

Multi-Systemic Resiliency Approach

Professional 

Strength Strength

This concludes Video 1.
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