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inConfidence 

What is inConfidence? 

inConfidence is a confidential, voluntary program that provides you and 

your immediate family. It provides 24/7 access to the confidential support 

and resources you need to manage virtually any personal or professional 

issue, from face-to-face counselling to work-life balance and everyday 

issues.   

Who can use this program? 

The program is available to you and your immediate family members who 
are eligible for coverage under your employee benefit plan. 

Is the program completely confidential? 

Yes! inConfidence is required by law to treat your information with the 

same level of confidentiality as is applied to medical records.  Our 

provider uses the privacy standards recommended by the Canadian 

Standards Association and adopted as part of the Personal Information 

and Protection and Electronic Documents Act (PIPEDA).   

Why can I not make an appointment for my teenage/young adult 

child? 

For individuals under 14 years of age, a parent with custodial decision-
making authority must make the arrangements for the referral.   

If a parent or guardian calls requesting counselling for an individual aged 

14 to 17, we will ask to speak directly with the teen to ensure they are 

and are willing and able to speak on their own behalf. Parents may not 

attend counselling for an individual over age 14, unless it is family 
counselling.  

How do I access inConfidence? 

inConfidence can be accessed by going online at www.myinconfidence.ca, 

via the Lifeworks mobile app, or by calling the toll-free number 1-877-

418-2181 or a custom number you may have been provided. To access 

online or via the app, you will need to enter your User ID and Password 

printed on the wallet card your organization should have provided to you.  

When can I access the program? 

You can access expert counsellors 24 hours a day, seven days a 

week, 365 days of the year. 

Why would I contact inConfidence? 

InConfidence is designed to help you find the support, advice and 

resources you need – no question is too small, no issue is too big. 

In fact, if anything is troubling you or a member of your family, you 

should contact inConfidence immediately. The program provides 

confidential counselling, referrals to community resources, and 

inConfidence Online, an informative Web site featuring thousands 
of online resources such as videos, podcasts, articles. 

What qualifications do the counsellors have? 

As a minimum, they are required to have a Master’s Degree in one 

of the following fields: Psychology, Social Work or Educational 

Counselling and at least 5 years of clinical experience. Many have 
higher degrees such as PhDs, and decades of clinical experience. 

How many counselling sessions are available to me? 

The number of sessions varies and is determined on a case-by-case 

basis. InConfidence provides enough sessions to resolve short-term 

issues using a solution-focused counselling approach. If the issue is 

long-term in nature, the counsellor will discuss a referral to a 

community resource or private resources and will work with you to 

access such a resource.  

If you are in a state of crisis, we will offer the necessary support to 

stabilize the situation regardless of whether your issues are short-

term or ongoing.  

What can I expect in terms of response times when I make 

a request for services? 

Counselling requests are responded to within 24-48 hours of 

receiving your request. You should be offered an appointment 

within 5 business days of the request. Research requests 

generally take five business days. 
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Is counselling unlimited? 

No. The inConfidence counselling model is based on a short-term, 

solution-focused therapy model.  The number of sessions 

provided is based on the nature of your clinical issues. The 

approximate number of sessions will be determined following 

your first session as the counsellor will complete a full assessment 

of your situation.  

I can’t do face-to-face counselling; can I still use 

inConfidence?? 

Yes. Counselling is also available through video, live chat, and 
telephone.  

I am travelling overseas. Can I use the inConfidence toll-free 

line while I'm away? 

Your regular toll-free number only works inside Canada.  The 

inConfidence website however is available 24/7, regardless of 

location. 

CareNow 

What is CareNow? 

CareNow programs are specialized self-help resources based on 

evidence-based practices like Cognitive Behaviour Therapy (CBT). 

With CareNow you can choose your own path and learn your way 

with interactive content, exercises, podcasts, meditation and 

videos. 

What areas do the CareNow programs cover? 

CareNow gives you access to a range of programs designed to 

help with Anxiety, Depression, Stress, Communication, Substance 

Abuse, Grief, Coping, and Separation/Divorce. New topics are 

added periodically so visit the CareNow page frequently to keep 
updated. 

I want to get started, how do I access CareNow? 

• Web app: Click on “Wellbeing” from the top navigation and 

scroll down to the CareNow section. Select the appropriate 

program for you and follow the steps. You will need a personal 

account to access CareNow programs. Just follow the onscreen 

prompts if requested to do so. 

• Mobile app: Click on “Wellbeing” from the top navigation and 

scroll down to the CareNow section. Select the appropriate 

program for you and follow the steps. If you don’t have a personal 

account, please go to www.myinconfidence.ca to create one. 

 

Total Wellbeing Assessment  

What is the Total Wellbeing Assessment? 

An assessment that helps you understand your strengths and 

improvement opportunities in all 4 pillars of total wellbeing. The 4 
pillars are mental, physical, social and financial. 

I want to get started. How do I access the Total Wellbeing 

Assessment? 

• Web app: Log in to the platform, click “Wellbeing” in the top-line 

menu and select “Assessments.”  

• Mobile app: Log in to the app, tap “Wellbeing” from the bottom 
menu, then “Assessments.” 

A group login can be used to complete any of the assessment, 

however if you would like your results and recommendations saved to 
reaccess later, please log in with a personal account. 

Perks and Savings 

What are Perks & Savings? 

The Perks & Savings are special deals, offers, and discounts from top 

brands and retailers available exclusively to inConfidence's users 
through our convenient web and mobile app.  

How do I access Perks & Savings? 

Visit myinconfidence.ca from your browser to log into the platform. 

Once logged in, click “Perks” in the main navigation at the top of the 

page. From the Perks homepage, you can select Cashback, Gift Cards, 

Exclusive Offers, or Top 10. You do not need a personal login to use 

Perks. 

Is there a limit on the number of Perks I can use? 

No. 

 


