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The Validium EAP is there to provide 24-hour counselling, support and guidance for all 
employees, whatever problems they are facing. The service is provided independently by 
Validium, offering confidential assistance to managers too. As a manager you can call for help 
with personal, practical or work-related problems like other staff.

In addition, as a manager the service provides you with:

Guidance when assisting staff with their 
problems

If you have an employee who has shared a 
difficult problem with you – for example, domestic 
violence or a marital break up – and you would like 
some guidance on how to assist them, Validium’s 
counsellors can give you the benefit of their 
experience and help you to formulate a plan of 
action.

Support in tackling difficult management issues

You may be faced with a difficult or unusual 
situation to manage, for example a conflict between 
team members, a traumatic incident, or long-term 
sickness. Using a counsellor as a sounding board 
can often help in identifying the options available to 
you and give you support in managing the situation.

Help with responding to the early warning signs 
of stress

There are many possible early warning signs of 
stress, including emotional behaviour, lateness, 
absence, mood swings, and a decline in 
performance or motivation. The Validium EAP staff 
can give you assistance in recognising these 
signs and interpreting what they may mean. If 
a member of staff is suffering from stress, it is 
important that the situation and its causes are 
tackled. Counsellors can give you help to identify the 
best way to approach the individual and the sort of 
actions that may be needed.

Support in developing skills

You may not have a problem, but sometimes you 
may become aware that there are aspects of the 
managerial role that you find difficult, or which are 
uncomfortable for you. Counselling can be used 
as a developmental tool to enable you to address 
skill needs such as assertiveness, interpersonal 
communication or time management.

The opportunity to refer staff for professional 
help

Sometimes as a manager you are expected to 
be an expert in everything. This is not possible, 
and inevitably you will meet situations which 
are beyond your expertise or where you lack the 
time or the skills to help the individual concerned. 
Examples might be individuals who are self-
harming, are alcoholics or have gender or sexuality 
issues. The Validium EAP is a place to which you 
can refer staff so that they can receive help from 
people professionally trained to deal with their 
problems. Referring staff to the service can also 
help to free up your time so that you can focus on 
your priorities.

EAP
Manager Guidance Notes

lc
Stamp



validium.com 

Page 5

An informal referral

This is where an employee discusses a problem 
with a manager, and the manager reminds them 
about the help offered by the Validium EAP and 
encourages them to make contact. There is no 
need in this case for the manager to contact the 
Validium EAP, unless they wish to talk the situation 
through themselves.

A management referral

This may be needed when an employee’s problems 
are sufficiently serious that there is a major effect on 
performance, and the individual is not responding 
to the normal management efforts to resolve the 
difficulty. Here, as part of an agreed action plan to 
try to tackle the problem, the manager formally 
refers the individual for help from the Validium EAP, 
alongside other actions that are being taken. This 
ensures that the employee is being offered help 
to deal with the causes of the problem, as well 
as having the effects at work managed. In this 
instance, the manager contacts the Validium EAP to 
start the referral process and discuss the situation. 
The counsellors call the employee, and with the 
employee’s consent, can then call the manager, 
simply to let them know that the individual has made 
contact and is receiving support.

There are two main types of Validium EAP 
referral:

EMPLOYEE

MANAGER EAP

Feedback (only with consent)

Information on issues of concern

If you are in need of information on any issues 
relating to the management of staff, the Validium 
EAP can assist. It may be that you need 
information on the working hours’ directive, 
on getting psychiatric help for someone, or on 
agencies that can help with specific issues.

Assistance in bringing staff back to work after 
an absence

Managing the transition from long-term sickness 
to a return to work and full performance can be a 
lengthy and difficult process. The Validium EAP 
can offer help in identifying the assistance that 
the staff member may need and the sort of agreed 
action plan that can make the transition effective.



validium.com 

Page 6

EAP
Case Studies 

   Manager 1

Manager 1 called the EAP helpline as he felt 
uncomfortable about speaking to a colleague who 
had suffered a bereavement following the death of 
a close family member and who was now coming 
back to work after having been off for 4 weeks.  
He did not know what to say to the individual and 
whether he should mention the death as it had 
happened several weeks ago.  The counsellor 
confirmed that he should acknowledge the death 
and offer condolences and that he should let his 
colleague talk about the situation if he mentioned 
it further but not to press with questions if it was 
obvious the bereaved person was not inclined to talk 
about it. The counsellor offered to send or email the 
manager two information sheets on bereavement, 
one that could be offered to the colleague to help 
him to come to terms with what he was going 
through in his grieving process and one for the 
manager to help him support his colleague, and the 
rest of the team, in what otherwise might have been 
an uncomfortable situation for some people.  The 
manager said he found the information very useful.

   Manager 2

Manager 2 was really good at her job and 
had recently been promoted to lead her team.  
However, since taking on the job, she had found 
some of her friends in the team to be a bit distant. 
She also had to conduct a return to work interview 
with a friend who she suspected had taken sick 
leave to study for an exam as she had run out 
of holidays. She was increasingly worried about 
what to say and how to manage the situation and 
was beginning to feel she was not up to the job.  
She had previously phoned Validium for advice 
on a personal matter (when she had broken up 
with a long term boyfriend) and had found the 
experience helped her then, so she phoned to 
talk to a counsellor about her worries at work.  
The counsellor, having confirmed that the same 
confidentiality was applicable to work issues, then 
helped her to see that she was capable of the 
job but that it could be a difficult transition from 
being one of the team to managing the team.  

   Manager 3

Manager 3 had been the manager of a busy retail 
outlet for many years and had recently been 
accused of bullying.  He was waiting to be called in 
to his director’s office to explain his actions and had 
been asked not to speak to the complainant until the 
matter had been investigated.  He phoned the EAP 
helpline in despair as he was worried about his job 
and did not think he had been bullying his colleague 
but merely trying to manage.  He was relieved to 
speak to a counsellor who was not judgemental 
about his story but who listened and prompted him 
to talk more about his situation. 
The counsellor found out that Manager 3 had 
been feeling out of his depth recently with changes 
to his responsibilities and concerns over the 
computerisation of the distribution and fulfilment 
functions.Without judging, the counsellor referred 
the manager to his internal policies and emailed 
information sheets not only on bullying but also on 
managing change and stress at work.

As a manager she had a duty to treat all of the 
team the same and not to show favouritism 
towards friends. She was advised to check internal 
policies on taking time off for exams, given a link 
to vClub, the online Validium service, which has 
information sheets on different types of stressful 
situations including exam stress and agreed to 
work with the counsellor on assertiveness skills.
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  Manager 4 

Manager 4 had a difficulty in promoting good 
communication within the team.  She recognised 
that there were different personalities involved 
and that that was good for team performance - but 
there seemed to be some negativity around and, 
combined with a tendency for people to gossip, this 
led to a lack of motivation and general moaning.  
Being aware of the online vClub service she looked 
at documents on assertiveness, change and 
identifying stress then phoned the helpline number 
to speak to a counsellor. The counsellor gave her 
ideas on how to manage and present information, 
to use the different personalities according to their 
strengths and how to be more assertive.  The caller 
felt more able to embrace diversity and to make the 
most of a variety of strengths within the team.

  Manager 5 

Manager 5 just could not get through to one of the 
members of her team.  Any time they had a one to 
one meeting it ended in a shouting match with doors 
being slammed. 
The manager did not know how to alleviate this 
situation so turned to Validium for help. The 
counsellor suggested they do some role play to 
try to see how such meetings could be improved 
in the future. Although they could not see each 
other, the counsellor and manager discussed 
where the meeting would take place, where and 
how the manager and colleague would sit, how 
the meeting would be started, the language used 
and how the feel of the meeting could be turned 
around to something more positive and constructive.  
The manager learned how she might improve on 
her interviewing techniques, how to be open and 
assertive while not being aggressive and how her 
previous actions and words might have impacted 
on the other person.  She agreed to try these 
techniques out next time and to let the counsellor 
know how she got on and if she required any further 
help with such meetings in the future.

  Manager 6 

Manager 6 had been advised that there were 
changes about to be implemented at work and that 
an announcement would be made in the next week 
or so.  He looked online at the vClub document 
on ‘managing change’ and printed out copies of 
the document aimed at employees for ‘coping with 
change’.  He then called the helpline number to find 
out how best to deal with the difficult time before the 
announcement and discussed with the counsellor 
how to support employees and encourage them to 
contact Validium if they were fearful of job loss or of 
changes in role or responsibilities.
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Professional duty to employee

Manager 1 called the Managerial Consultancy Line and explained that she had been receiving emails from 
an employee who was threatening to take her own life. The counsellor discussed with the manager any 
professional duty the manager has by way of her employment contract and as a responsible adult to the 
employee and noted that the manager had provided the Validium helpline number and the employee had 
confirmed that she had made contact with the EAP service.

Following this the manager and the counsellor explored the subtle difference between being responsible 
to the employee as opposed to being responsible for the employee. The manager felt clearer about how 
she would respond should she receive any further contact from the employee, and in any future similar 
situations, and that she would encourage the employee to continue to make contact with Validium.

Managing a difficult meeting

Manager 2 called to talk through how he should approach a welfare meeting that he was due to have with 
a colleague. There were on-going health issues which had affected her colleague’s performance, resulting 
in changes in role. The counsellor explored with the manager his reservations about the meeting. It was 
noted that it was important for the meeting to go ahead and the manager was aware that to delay may have 
a detrimental effect on the employee’s well-being. Together the counsellor and manager talked through his 
hopes for the meeting. The counsellor encouraged the manager to consider what his colleague’s preferred 
outcome of the meeting might be and this helped the manager to gain a greater sense of clarity of the 
structure the meeting would take.

Following this the counsellor discussed with the manager ways to approach the meeting; the types of 
open questions to use and supportive ways to discuss personal issues in a sensitive manner.

Management Referral

Manager 3 wishes to make a management referral for an employee with emotional problems (also issues 
with alcohol and gambling). The manager stated they have offered the EAP service as well as encouraging 
the employee to see his GP (so far employee has refused both).

Counsellor discussed management referral and readiness of employee for support. 
Manager understood that while it would be better that the employee calls when he is ready, she 
wants to ensure she has offered the employee all support options and is hoping that if client consents 
to our making contact he will see the value of our support. However the manager is accepting that at the 
end of the day it is the employee’s choice. Counsellor e-mailed the manager our management referral form.

EAP
Manager Consultations
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Longer term issues

Manager 4 called as she had concerns for an employee who suffered from enduring depression and a long-
standing eating disorder and was keen to discuss how best to support the employee with her struggles.

Together the counsellor and manager explored the remit, and boundaries, of her role as line manager
to this employee and the long term support that was possibly required in this case. The manager was 
keen to achieve a level of support where the employee could come to her to talk, but to be aware of the 
limitations of her role and be able to “signpost” her to appropriate services if indicated. While this may 
be outside of the scope of short term therapy provided by the EAP service, the counsellor reminded the 
manager that she could encourage the employee to call us at times of distress or crisis on the Validium 
helpline number.

Professional duty to employee

Manager 5 called to discuss her concerns about a male member of staff who was displaying ‘aggressive’ 
behaviour in the work-place. He also appeared to be ‘obstructive’ when the manager offered suggestions as 
to how he could help himself. The manager stated that she had already considered referring the employee 
to OH for an assessment as he claimed that he was bipolar.

The counsellor suggested that the manager again try to encourage him to call the helpline. Alternatively, 
she could ask OH to refer him for counselling via Validium and, with his signed consent, we could 
confirm for her whether or not he had made contact with the service.

Extra Counselling Sessions

Manager 6 called to find out how much it would cost for additional counselling sessions for an employee.

The counsellor explained that it would come down to a prudent and considered clinical decision as to 
the appropriateness of this, and explained the process for the employee to request additional sessions. 
If the employee was still in counselling they should discuss this with their counsellor. If the counselling 
had ended, the employee-client should contact the helpline number to speak with one of the counsellors 
on the phone. An assessment would be carried out and if the counsellor and the case manager felt it 
appropriate, the organisation would be approached for authorisation for the extra sessions.
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Here are Validium’s top 5 tips on getting the most from your EAP: 

 Get to know what the EAP offers you and your staff

The EAP helpline is staffed with qualified counsellors, eCounsellors and management support consultants, 
all available confidentially. The confidential EAP can support employees with any issues that are causing 
upset, worry, distress, anxiety or stress whether it is a personal issue or a workrelated issue. 
It could be anything from a personal relationship breakdown, a recent bereavement to a work related issue
such as work-related stress, work/life balance or change within  the organisation that is causing worry.
The examples are too numerous to mention, but by knowing what  the EAP offers and how it can assit staff
with personal or work related issues, managers can easily and effectively communicate the service and its 
benefits to team members and colleagues.

 Highlight to employees the confidentiality of the service

Many people are reluctant to seek help for fear that their issue may become known by others and that 
this may affect their job security or their chances of progression.   People who seek help are actually 
demonstrating good judgement and dealing appropriately with whatever personal issue they have. It is 
important that concerns about confidentiality should not stop someone from seeking help.  As a manager 
you can communicate to employees that no information regarding the fact they have called or the 
contents of any conversations will be fed back to your organisation. Confidentiality is only broken if the 
individual seeking help is at risk of harming themselves, others or if the organisation is at risk. 

1

2

The Employee Assistance Programme (EAP), provided independently in the UK by The 
Validium Group, is available to provide 24-hour practical and constructive support for all 
employees whatever issues they are facing.

But, did you know? 

The EAP also offers assistance to 
managers.  
The EAP has a team who are experienced 
in helping managers to resolve 
management issues. Through focussed 
discussion, the management consultants 
can provide practical and efficient strategies 
to support you in any management 
problems you may have.  

A management consultation is 
available on 0800 970 9040

You will then be connected to 
the consultant who can provide 
assistance with your management 
issue.

EAP
Tips for Managers
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3 Contact the EAP to give you guidance when assisting staff with their issues

If you have an employee who has shared a difficult issue with you, for example a marital break up, or you 
suspect an employee maybe going through a difficult time, and you would like some guidance on how to 
assist them, the EAP counsellors can give you the benefit of their experience and help you find a solution.

 Get practical support from the EAP when tackling difficult management
 issues or a crisis

You may be faced with a difficult or unusual situation to manage, for example a conflict between team 
members or long term sickness, or a traumatic incident after which staff often look to their managers for 
guidance and direction. In all these instances, the Validium specialists can help in identifying the options 
available to you and give you support in managing the situation as well as suggesting to you support 
options that are available for your team members.

 Use the EAP as a developmental tool

You may not have a particular issue, but there may be aspects of your role as a manager that you find 
difficult, or which you are uncomfortable with.  What we call “Life Skills for Living in the 21st Century” - 
things like stress management skills, work/life balance skills, anger management, better communications 
skills, change management skills, assertiveness skills, decision making skills and guidance for managers in 
how to manage teams during difficult times. The EAP can be used to support you in all of these examples.

4

5
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