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I have some employees who missed the orientation sessions. 

How can they learn about the program? 

The Program Orientation video can be accessed from the inConfidence 

website. It allows employees to view the inConfidence EFAP orientation 

video on their schedule and in the privacy of their own home/office. It is 

also a great way to introduce the program to family members.  

If an employee says they called the toll-free number to arrange 

counselling and never heard back, what should I do? 

Typically, two attempts, at two different times, or on different days, are 

made to connect with the participant directly (based on the 

participant’s reported availability).  If the employee has not heard back, 

it is often because they provided a phone number that does not have 
voicemail or their voicemail is full.  

It is also common that someone else in the home has checked the 

messages and did not pass along the information.  In either case, the 

participant should be encouraged to call the toll-free line again. 

In order to protect participant confidentiality, a message will not be left 
unless permission is given to do so. 

An employee is having a hard time at home. Can you have an 

inConfidence counsellor contact them to help? 

The inConfidence program is voluntary and confidential, so outreach 

calls cannot be placed. However, the following solutions can be offered 

in these situations: 

1. Encourage the employee to call the toll-free number if they are 

comfortable doing so. 

2. If they are not, offer to call in together with the employee from 

the privacy of an office. Once contact has been made, you can 

step out and leave the employee to finish the intake process in 

private. 

3. Call the toll-free line yourself and ask for a management 

consultation. The consultant will provide some guidance on 

how you can best support the employee 

 

I thought inConfidence counselling was unlimited. Why was 

my employee told they were finished if they wanted to 

keep seeing the counsellor? 

EFAP counselling is short term, solution focused and geared 

towards the specific needs of each client.  Together with their 

counsellor, the most appropriate number of sessions will be 

determined once the counsellor has assessed the client’s situation. 

The inConfidence model, while flexible, is NOT unlimited.  

Once the counsellor feels the issue for which the employee 

accessed inConfidence has been resolved, the sessions will be 

ended. If the employee wishes to continue counselling for another 
issue, they must call the toll-free line again.  

The majority of those calling are seeking help that can be met 

through a short-term program. However, during the counselling 

process, it sometimes becomes apparent that the counselling 

needs may be long term, if so, the counsellor will make treatment 
recommendations outside of the EFAP program to other resources. 

If a member reaches out to EFAP in a state of crisis, they will 

always be offered the necessary support to stabilize the situation 

regardless of whether the issues are short term or ongoing. 

However, if an employee is in crisis, they should not be referred 

to EFAP, but rather 911.  

An employee told me they didn't “connect” with the 

inConfidence counsellor they were seeing so they stopped 

going. They don’t want to call in again because they’re 

afraid they'll get same person. How should I answer their 

concern? 

Please assure the employee that this is not an unusual situation 

and that they should not feel the need to see any counsellor they 

are not comfortable with. If the employee is not connecting with 

the counsellor or for any reason feels that they are not a good fit, 

they should call back into the toll-free number and ask to be re-

referred to someone else. The Lifeworks will handle contacting 

the previous counsellor to cancel any additional appointments 
that may have been set up. 
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An employee has been seeing a counsellor for years but 

they are not in the EFAP network. Can this counsellor be 

added to the network so my employee can see them 

through the inConfidence program? 

If the employee has been seeing the counsellor for years then 

they may be dealing with an issue that is not short term and 

therefore, would not fit into the inConfidence program model 

anyway. However, with respect to a client requesting a counsellor 

be added to the inConfidence network, there are times in which 

this does happen. For example:  

1) If there is a lack of coverage within a certain geographic 

area.  

2) If a client has special requirements  such as expertise in 

dealing with less common issues (e.g., cultural issues, 

First Nations, etc.) 

 When there are many counsellors in an area already, and we are 

able to meet clients' needs within our existing network, we are 

unable to bring additional counsellors into the network.  If an 

employee asks to have a counsellor added to the inConfidence 

network, they should forward the counsellor’s contact 
information to their inConfidence EFAP account manager. 

An employee has had a poor experience, what can be 

done? 

If an employee comes to you with an experience that they 

weren’t happy with, you should invite them to call the toll-free 

line to open a Quality investigation. If they aren’t comfortable 

doing that, or that has been done and they are still not satisfied 

with the outcome, we can investigate further.  

The inConfidence program is voluntary and confidential, so 

without their express written consent we are not able to disclose 

any information, or even confirm if an employee has called as 

that is a breach of their privacy.  

To open a Quality investigation, reach out to your inConfidence 

account manager, and they will be able to collect the information 

needed to start the investigation for you. 

A supervisor is having problems with an employee who has be 

making unacceptable comments, coming in late, and causing a 

variety of problems with other colleagues. Is this something the 

inConfidence program can help with? 

Yes, you can call the toll-free line and request a Management 

Consultation in which you will speak to a consultant who will help you 

assess the situation. You will be asked what you have done up to this 

point and what you hope to accomplish. During the consultation, the 
appropriateness of a Monitored Referral will be determined. 

If a Monitored Referral to the inConfidence program is recommended, 

you will then need to obtain the employee’s written consent by a 

signature on the Release of Information form that will be provided to 

you after the Management Consultation. This will allow inConfidence 

to exchange relevant information with the employer concerning the 

employee’s involvement within the Monitored Referral Program. 

LifeWorks is only legally able to exchange information consented to by 

the employee on the Release of Information form. 

 After the Monitored Referral Program is completed, a member of the 

inConfidence management consultation team can provide 

consultative services around next steps for the employer, including 

following up with the employee regarding treatment 

recommendations, if applicable. 


