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WORKPLACE COUNSELLING IN CARIBBEAN ORGANIZATIONS: Perspectives, Practice, and Promise
Volume Editor, Henry J Lewis PhD

<prelims display> Introduction (draft)
The world is going through tremendous change in almost every sphere – the environment, technology, economic relations, political systems, demographic structures and socio-cultural patterns. The modern workplace is one major arena within which the impact of these changes is revealed on a daily basis, as the workplace is never insulated from the decisions, events and influences that originate in the home, community,  important institutions and the wider  society. Increasingly, the achievement of productivity is necessarily tied to the well-being of the worker and, in contrast to one-dimensional management concepts of the past, awareness of the importance of good human relations strategies and practices for sustainability is increasing in  the corporate world. Within this context, workplace counselling has emerged as a major field of study and practice within the discipline of Human Relations Management.
Rapid and dramatic change, with its deep impact on individuals, forms the backdrop for a growing interest in counselling. As noted in this survey, “Counselling emerged during a socially turbulent period that straddled the ending of one century and the beginning of another, a period marked by great change that caused a major shift in the way individuals viewed themselves and others.” But the field of counselling has itself evolved and changed rapidly, generating a variety of different themes, emphases, practices and schools of thought. Today the profession encompasses within its focus not only the avoidance of problems and the promotion of growth, but also wellness, development, mindfulness, meaningfulness, and the remediation of mental disorders.
What is workplace counselling? The term “counselling” has been given many definitions, but it invariably includes working with individuals and with relationships to achieve some guiding or problem solving result. More specifically, “workplace counselling” refers to the provision of an independent individual who assists with psychological therapy for employees of an organization, in an empathetic and non-judgmental manner. In the context of the workplace, counselling has a special role in guiding employees toward the solution of myriad problems which impact workers’ satisfaction, health and wellness, motivation and, ultimately, productivity.  As such it is an important HR function; arguably, even the most important.
Why has interest in workplace counselling increased? Modern economy and society have given rise to many problems associated with the increasing complexity of the work environment and, by extension, the workplace. These problems arise as a result of the varied impacts of organizational and environmental change on the individual employee and the differences in employee response, given the wide diversity of the workplace. As the corporate values and  managerial styles become increasingly focused on competitiveness, high performance and quality human resources, traditional “personnel management” approaches, with their one-sided transactional and mechanistic value systems geared simply  to “hiring and firing”, are gradually being replaced by a more human-centric ethic – a factor contributing to the success of the enterprise. Additionally, in many jurisdictions legal and regulatory frameworks for employer-employee relations have become more and more sensitive to the well-being of employees. Management has therefore become more interested in HRM and HRM has become more interested in the welfare of the employee; and in this regard workplace counselling has been increasingly accorded high importance.
This collection of articles takes a deep dive into this important subject as it explores these and related questions and seeks to apply them to practical workplace situations in Jamaica. The articles discuss some of the most important concepts and topical issues confronting HR practitioners, including various workplace counselling methods, employee assistance programmes, employee well-being, stress and mental health, diversity in the workplace and the role of managers.	
<a> Structure of the Volume	
Workplace Counselling in Caribbean Organizations: Perspectives, Practice,  and Promise provides a basic overview of workplace counselling, an increasingly necessary tool of Human Resource Management (HRM) in today’s rapidly changing work environment, and should prove helpful to students and practitioners of HRM. Its main objectives are to contribute to an increased awareness of the principles and methods of workplace counselling, offer practical guidance on the use of workplace counselling to solve various problems that are likely to affect employees in the workplace, and provide some insights on the impact of workplace counselling on HR practice and likely trends for the future.

The general approach is to introduce and discuss the concepts of workplace counselling,    developing the topic with a brief review of relevant literature and reference to current research. Practical illustrations, often using Jamaican examples, help to concretise the concepts and their context and usage. A “handbook” style exposition provides a systematic guide to various aspects of the subject, forming a practical reference for the user.

Following the Introduction, the book is organised into nine chapters, each discussing in detail a particular aspect or application of workplace counselling. 

Chapter one, entitled ”Workplace Counselling: A Brief History”  seeks to raise the level of awareness in relation to counselling and the transition to the workplace while highlighting the impact of counselling on both the individual and the company. The section highlights the contributions of some of the pioneers in workplace counselling throughout the different eras, tracing the rapid evolution of professional counselling and identifying various themes, emphases, practices and schools of thought. The observation that “counselling emerged during a socially turbulent period that straddled the ending of one century and the beginning of another, a period marked by great change that caused a major shift in the way individuals viewed themselves and others” underscores the main theme of the growing relevance and beneficial effects of workplace counselling, seen as a panacea for personal and work related worries. Today’s professional counselling encompasses wellness, development, mindfulness, meaningfulness, and remediation of mental disorders as well as related activities such as  coaching, mediation, trauma management services and practical information such as debt management, legal advice or benefits information.
Chapter two, entitled “Workplace Counselling Models and Methods” identifies the workplace counselling methods and models used to effect change within organizations and highlights the effects of counselling models and methods, the impact of counselling models on employees’ work behaviour and the limitations of counselling models. It argues that in general, workplace counselling is effective for employees of a wide variety of type and gravity of presenting problems, employed across a range of different organizational settings, once the corrective measures are employed and trained counsellors carry other duties. But the models employed also have their limits. 

Chapter three discusses Employee Assistance Programmes (EAPs), one way of addressing personal and work related issues that affect employees negatively. Organisations have transitioned from personnel management to strategic human resource management principles, and recognizing the human element as an important asset necessary to achieve and maintain competitive advantage, have created an emphasis on the implementation of systems that ensure the well-being of employees within the workplace. The benefits achieved from a successfully implemented and utilised EAP system can assist organisations in achieving high levels of productivity and profitability by supporting a company's most valuable resource – its human resource. Locally and regionally, most large corporations, whether the public or private sector, have EAP solutions that are implemented and administered internally or externally. Workplace counselling methods and models within Jamaica are provided through the EAP. 

In Chapter four, “‘Workplace Counselling and Mental Health”, the focus is on mental health issues in the workplace. Counselling is one avenue that employers can implement to address the condition of persons suffering from mental illness. Mental health issues within the workplace seldom differ from those that exist in other settings. However, the workplace is an important context within which mental health issues must be explored as the ability to work productively is a key indicator of emotional well-being. Change management is crucial to workplace mental health, as organizational changes and the changing nature of work have been shown to be potentially detrimental to the workers’ well-being.  While change can be helpful, the full support of the staff complement is needed to make it a complete success. Employees may express psychological distress if they did not anticipate the change, and feel inadequate to deal with the change.

Chapter five addresses Workplace Counselling and Employee Well-being at a more general level. Due to the rapid pace of growth resulting from globalization and technological advances, the strenuous task of functioning in organizations has led to the increase in mental and physical illness. In an environment in which the well-being of individual employees is instrumental to the success of the organization and its longevity, counselling offers the organisation the ability to provide a safe, secure, caring and motivating environment for dealing with threats, and workplace counselling is paramount for ensuring and maintaining employee well-being. However, whatever programmes are implemented must, ideally, be based on the organisational culture, must be communicated to employees, and must have the employees’ well-being as its primary objective. 

Chapter six considers the role of the Manager as a Workplace Counsellor. In this chapter, the need for the workplace counsellor and the benefits to the workplace are highlighted along with some of the arguments against the manager conducting counselling within the workplace. By virtue of their roles and responsibilities, managers are required to carry out a variety of tasks on a daily basis, and their traditional roles include planning, organising, staffing, leadership and control. Increasingly, managers are now required to conduct counselling at the workplace as this enables them to appreciate their own role in the employee stress management programme, allowing them to carry out their managerial duties more effectively. The counsellor-manager is a professional in their respective fields but while performing the counselling function, they must possess certain minimum qualities and skills such as the ability to listen and empathise. There are some concerns about the duality of the role of counsellor-manager,  but the benefits of the functions attached to the role are conclusive since employees who have access to manager-counselling at the workplace are more productive and effective in carrying out their work functions. 

Chapter seven examines the impact of diversity in the office and the role of counselling. The present-day workforce is characterised by employees of varying cultures, races, ethnicities, genders, religions, political ideologies, sexual orientation, age groups, physical abilities and socioeconomic status, resulting in the diversity of our workplaces. The importance of addressing diversity in the workplace has gained increased recognition in recent times. There are many factors driving diversity in the workplace such as globalization, immigration trends and geographic location. While the legal and political frameworks help to mitigate these issues, a key ingredient in maintaining harmony, and creating a “copacetic” and productive work environment is the availability of workplace counselling.

Chapter eight focuses in-depth on the important issue of stress at work. Stress in the workplace is a real and growing epidemic that can affect employees’ work performance and impact efficiency negatively and to this end, a growing number of organisations have been addressing and grappling with this upsurge through counselling in the workplace. 

The final chapter, “Tomorrow’s HR and the Future of Workplace Counselling”, traces the evolution of Human Resource Management from its emergence to its current state and forecasts its future trends. Human Resource Management has evolved over the years from an era of extensive focus on production and worker productivity, to one where employee welfare is of utmost importance. In the face of increasingly competitive business environments, many companies have been rethinking their human resource strategies, as well as the contribution and capacities of their human resource organizations. As HRM faces the challenges and opportunities of maintaining and sustaining a healthy, stable and productive labour force, greater emphasis is being placed on developing strategies to aid in employee health. These strategies include the introduction and effective implementation of workplace counselling.  Future HR programmes should place greater emphasis on the physical and mental health of employees as they target the successful implementation and effective practice of workplace counselling. 


<a> Concluding Reflections 
In today’s world of rapid technological advances coupled with the new challenges of an unwelcome coronavirus visitation, we are witnessing more rapidly changing norms of work and social interaction as appropriate adjustments are made at the workplace. These changes, in turn, have spawned increasingly innovative and dominant approaches to the “workplace counselling” culture, with welcome spin-offs such as immediate access and an increased measure of confidentiality for employees – associated with the online options embraced by some counsellors (eg. Zoom), telephone, email, instant messaging (eg. WhatsApp). Notwithstanding this, the challenge remains in determining the relative effectiveness of workplace counselling to both individual and workplace outcomes. 

From the user’s perspective, importantly, there is relatively little research about what aspect of the service they appreciate, or whether they would use it again and whether the service has been effective in tackling the original issue for which they approached this particular model in the suite of interventions. Understanding the use and effectiveness of workplace counselling from the user’s perspective as well as from the perspective of a variety of stakeholders may provide further evidence of its benefits as an intervention mechanism. Do managers, for example, understand the different methods and models of workplace counselling that are provided, and whether or not the service chosen was appropriate for the needs of their organisation? Coupled with this, researchers would be well advised to probe those organisations who do not implement workplace counselling as a health and well-being intervention, and present their findings on the alternative services offered and whether or not they are effective in satisfying the needs of workplace health and well-being.
The fact that workplace counselling is just one of the suite of workplace health and well-being interventions that can be accessed by organisations should not be overlooked. And herein lies the rub. It is therefore incumbent upon the industry and its researchers to work around or remove the obstacles that would help with a better understanding of “the state of the market of workplace counselling use, what model of workplace counselling is most popular, and how providers evaluate their effectiveness”.1 The development of a standardised measure of effectiveness for workplace counselling would then pave the way for comparing the efficacy of workplace counselling with other well-being interventions with the ultimate goal of determining its relative worth to both individual and workplace outcomes and how it may improve and adapt its service in a competitive and shifting environment. Today some 20 years on, this environment has become more starkly silhouetted and more urgently represented than it was at the turn of the century when “counselling formally celebrated its 50th anniversary as a profession”.2


1. Zofia Bajorek, Stephen Bevan, & Institute for Employment Studies, Demonstrating the Effectiveness of Workplace Counselling: Reviewing the Evidence for Wellbeing and Cost-effectiveness Outcomes. IES Report 553 (London, UK: Institute for Employment Studies), 2020.

2.  See chapter 1 (this volume), p.18.



Chapter 1	Comment by REF: Main areas of difficulty: 
1- not all citations are entered in the chap one references (note: BAC entry found in CH 9 added to this list). ADD-to-refs reminders appear in comments boxes against individual citations for author’s attention
2 – heavy duplication of text – also marked
Workplace Counselling: A Brief History 
In the dynamic tapestry of the modern professional landscape, the well-being of employees has come to be recognized not merely as a peripheral concern, but as a central pillar underpinning organizational success. The ecosystem of the modern workplace has irrevocably shifted. Employee well-being, once relegated to the periphery, is now recognized as a central pillar of organizational success. This isn't merely a compassionate notion; it's a strategic imperative. Thriving businesses understand that fostering the well-being of their employees, in all its facets, cultivates a fertile ground for innovation, productivity, and long-term success. It's a win-win situation, weaving a stronger future for both individuals and organizations alike. Workplace counselling, once a nascent idea, has now firmly embedded itself within the very ethos of progressive organizations worldwide. As we navigate through the annals of its evolution, it becomes evident that workplace counselling is a response to the ever-evolving challenges that employees face, seamlessly intertwining personal well-being with professional efficacy. This chapter, "Workplace Counselling: A Brief History," endeavors to journey back in time, charting the seminal moments, pioneering thinkers, and transformative practices that have shaped the trajectory of workplace counselling. From its modest beginnings to its current sophisticated practices, we will uncover the myriad ways in which counselling has not only supported employees but also redefined the very nature of modern workplaces.
For several decades, the demand for workplace counselling has been evident as numerous professionals grapple with escalating pressures and job-related challenges. These challenges can intensify stress, ultimately hampering productivity. Counsellors serve as a cornerstone in the support system for employees, assisting them in both their personal and professional realms. This guidance further aids employees in cultivating robust coping strategies.
According to the British Association for Counselling (BAC, 1984), “The term ‘counselling’ encompasses work with individuals and relationships, which can be developmental, crisis support, psychotherapeutic, guiding, or problem-solving. The primary objective of counselling is to enable the client to explore, discover, and clarify ways of living more satisfactorily and resourcefully.”
<extr>
Counselling denotes a professional relationship between a trained counsellor and a client. This relationship is usually person-to-person, although it may sometimes involve more than two people. It is designed to help clients to understand and clarify their views of their life space, and to learn to reach their self-determined goals through meaningful, well-informed choices and through resolution of problems of an emotional or interpersonal nature (Burks & Stefflre 1979, 14).	Comment by Lenovo: Block extract
<txt>
From the provided definitions, it's clear that the term 'counselling' can have various interpretations. For instance, Burks and Stefflre (1979) emphasize the notion of a 'professional' relationship and highlight the significance of 'self-determined' goals. In contrast, the BAC definition prioritizes understanding over action. Such varied interpretations underscore the diverse ways in which counselling has taken shape within contemporary society. Counselling witnessed rapid evolution during the twentieth century, encompassing a wide range of themes, practices, and schools of thought. This progression was notably influenced by the progressive guidance movement of the early 1900s, which centered on prevention and purposefulness—aiming to assist individuals across all life stages in making informed decisions that imbue their lives with meaning and direction. Today, professional counselling not only encompasses practitioners focused on problem avoidance and growth promotion but extends far beyond. Its commitment to wellness, development, mindfulness, meaningfulness, and addressing mental disorders stands out as a defining aspect of counselling for individuals, groups, couples, and families across their life trajectories.

Furthermore, counselling made its mark during a transformative period bridging two centuries, characterized by substantial societal shifts that altered individual and collective self-perceptions (Ginter 2002: 220). Many early counselling proponents identified as educators and societal reform advocates, primarily concentrating on enlightening children and young adults about personal identity, societal interactions, and vocational insights. These early practitioners were predominantly engaged in areas like child welfare, educational and vocational guidance, and legal reforms. Their methodologies were deeply rooted in structured lessons, such as imparting moral values and addressing both intra- and interpersonal dynamics (Nugent & Jones 2009).

Counselling, over time, has consistently met professional standards. It underscores both personal growth and remediation throughout various life stages: childhood, adolescence, adulthood, and senior years. Professionals within the counselling domain specialize in assisting individuals, couples, groups, families, and broader societal systems facing both immediate and prolonged challenges. The domain's emphasis on development, prevention, wellness, and therapeutic intervention makes it an appealing choice for those desiring healthy life transitions and enriched living. Historically, the field of counselling has drawn insights from a plethora of disciplines, including anthropology, education, ethics, history, law, medical sciences, philosophy, psychology, and sociology (Smith 2001: 570).


A-head:  Transition of counselling into the workplace	Comment by REF: workplace
Every organization has a specific purpose, and since these organizations consist of individuals, employee stress is inevitable. In fact, it's rare for any organization to completely meet the needs of all its employees, as issues arise daily and vary from person to person. Therefore, organizations must be equipped to address stress and other challenges that might impede optimal performance. Workplace counselling emerges as a solution to these personal and work-related concerns. The demand for workplace counselling stems from several factors, including managing personal emotions, interpersonal issues, lack of team cohesion, overwhelming job demands, clashes with authority figures, health or family complications, career challenges, and more.

According to Mortensen and Schmuller (1960), structured counselling practices stand a better chance of assisting individuals to: (i) deepen their self-understanding; (ii) address immediate problems; (iii) alleviate tensions stemming from frustrations and anxieties; and (iv) enhance their problem-solving skills and knowledge. Workplace counselling often involves discussing an employee's problem, typically carrying an emotional component, to better equip the employee to handle the situation.
A primary aim of counselling is empowering individuals to aid themselves. In doing so, they can take control of their lives, equipped with the necessary skills to make informed decisions leading to favorable outcomes. The counsellor's role becomes facilitating suitable learning experiences to foster these skills. Counsellors must avoid being judgmental, ensuring clients never feel their situation is insurmountable. Instead, they should inspire clients to undertake appropriate actions, the success of which motivates them further. Workplace counsellors should be acquainted with organizational cultures and potential workplace challenges. While counselling is a core aspect of employee support, counsellors should also have knowledge in related areas like coaching, mediation, trauma management, and practical resources such as debt management or legal advice (Hughes & Kinder 2007).

Historically, employers have always held some level of concern for their employees. This foundational understanding of the employer-employee relationship has evolved significantly, adapting to contemporary workplace dynamics. In the public sector, access to workplace counselling services has become a standard employee expectation.

Beginning in the late 1970s, Employee Assistance Programmes (EAPs) were primarily focused on addressing addiction and alcoholism. Today, EAPs have expanded to cover areas like personal, couple, and family counselling, legal and financial services, workshops, training sessions, and health campaigns (McLeod & Handerson 2003). Counselling services aim to equip employees to manage their problems effectively (Ertekin 1993: 93).

Workplace psychological counselling can be offered through internal or external provisions. An 'external' service involves contracting counselling services from an external provider. In contrast, an 'in-house' service employs counsellors directly, making them integral to the company—often referred to as internal provision. Regular but brief sessions are advised in workplace counselling (Carroll & Walton 1997). Lee and Gray (1994) noted that workplace counselling differs from other psychological consultancy services. Such programmes should prioritize boosting performance and productivity since addressing performance issues remains a fundamental reason for implementing workplace therapy.
A-head Counselling before the 1900s
Counselling, as a distinct profession, has its roots in the late 1890s and early 1900s and has always been an interdisciplinary field (Aubrey 1977, 1982). "Some of the roles of counsellors have historically overlapped with those in other professions" (Herr & Fabian 1993: 3). Prior to the 20th century, most guidance came in the form of advice or general information. The rise of counselling in the United States was largely a response to the humanitarian desire to assist those detrimentally impacted by the Industrial Revolution in the mid to late 19th century (Aubrey 1983). Influences such as the social welfare reform movement, now known as social justice, the expansion of public education, and significant shifts in the population – including a large wave of immigrants – all played pivotal roles in shaping the emerging profession (Aubrey 1977); Goodyear 1984). Capturing the essence of this period, Ginter notes, “counselling emerged during a socially turbulent period that bridged the end of one century with the start of another, a period characterized by transformative changes that shifted the way people perceived themselves and others" (Ginter 2002: 220).

Many of the early trailblazers in counselling identified primarily as teachers and social reformers or advocates. Their efforts were centered around educating children and young adults about self-awareness, societal understanding, and vocational prospects. These pioneers predominantly engaged in child welfare, educational and vocational guidance, and legal reforms. The foundation of their work was based on imparting vital lessons and moral instructions, with an emphasis on promoting virtuous behavior and addressing intra- and interpersonal challenges (Nugent & Jones 2009). Recognizing gaps in the American societal framework, they took initiatives to address them. However, it's noteworthy that the professional literature did not explicitly reference 'counselling' until as late as 1931 (Aubrey 1983: 78). During these foundational years, classroom teachers and administrators were at the forefront of these counselling efforts.
A-headCounselling between the 1900s and the 1950s
B-head1900–1909
Counselling, in its infancy during the early 1900s, saw three individuals rise as leaders in its evolution: Frank Parsons, Jesse B. Davis, and Clifford Beers. Frank Parsons, often heralded as the founder of guidance, dedicated his efforts to personal growth and prevention. His legacy is enduring, with Ginter suggesting that "Parsons’ body of work and his commitment to helping others remain central to contemporary counselling" (Ginter 2002: 221). His most notable accomplishment is the establishment of Boston’s Vocational Bureau in 1908, a landmark in the institutionalization of vocational guidance.

Jesse B. Davis holds the distinction of being the first to introduce a systematized guidance program in public schools (Aubrey 1977; Brewer 1942). As the superintendent of the Grand Rapids, Michigan school system in 1907, he proposed that English composition teachers impart a guidance lesson weekly, aiming to foster character development and prevent issues.

Clifford Beers, a Yale alumnus, faced several hospitalizations for depression (Kiselica & Robinson 2001). Disturbed by the conditions in mental institutions, he shed light on them in his bestselling book, "A Mind That Found Itself" (1908). Using the book's platform, he championed improved mental health facilities and the humane treatment of the mentally ill.
B-head 1910s
The 1910s witnessed three pivotal events that shaped the trajectory of counselling. Firstly, 1913 saw the establishment of the National Vocational Guidance Association (NVGA), the precursor to the American Counselling Association. Starting its bulletin publication in 1915, the NVGA was crucial for uniting vocational counselling enthusiasts and distributing guidance literature (Goodyear 1984). Secondly, the Smith-Hughes Act of 1917, passed by Congress, allocated funds to public schools for vocational education. Lastly, World War I catalyzed the broader recognition of counselling as the military incorporated testing and placement for a vast number of troops. This initiative led to the creation of various psychological tools, including the Army Alpha and Army Beta intelligence tests. Post-war, these tools found use among civilians, establishing psychometrics as a pivotal foundation for counselling (Hollis 2000: 45).

B-head 1930
The 1930s, more eventful than the preceding decade, saw the Great Depression motivating researchers and practitioners to emphasize job-related counselling methods. A significant development was the introduction of the first counselling theory by E. G. Williamson and peers at the University of Minnesota. Williamson's theory posited that individuals possess traits (e.g., aptitudes, interests) that can be grouped into factors. The approach to counselling was scientific, customized, and aimed at helping clients overcome counterproductive thoughts and behaviors, making them effective decision-makers (Lynch & Maki 1981).

A-head The Human Relationship Era (1900s-1940s)
Focusing on human relations and resources, this era witnessed significant milestones:
- 1913: Approximately 2,000 welfare workers existed in the industry (Carter 1977).
- 1914: The Ford Motor Company launched the first industrial counselling program.
- 1920: A survey by the Engineering Foundation of New York revealed that 62% of employee dismissals were due to social issues rather than professional incompetence.
- 1922 and 1924: Both Metropolitan Life Insurance and R. H. Macey began employing full-time psychiatrists. Anderson, Macey’s first psychiatrist, penned "Psychiatry and Industry" (McLean et al. 1985).
- 1948: The inaugural training program in occupational psychiatry was introduced (McLean et al. 1985).

B-head Welfare Stage
During this phase, personnel tasks were executed by supervisors, line managers, and early specialists, such as recruitment officers and trainers, well before the inception of a national association symbolizing a personnel or human resource management 'profession'. Foundational management theorists contributed ideas later integrated into personnel management practices. Contributions from scientific management, behavioral science, and management science refined practices, especially in employee recruitment and placement.

**B-Head Counselling between the 1960s to the early 2000s**
**C-Head The Alcohol Awareness Era (1940s-1960s)**
This period saw a surge in interest directed at employee well-being. Although alcohol-related issues dominated counselling, the National Institute of Alcohol Abuse and Alcoholism introduced the term EAP (Employee Assistance Programme) to broaden the counselling scope. Professionals, ranging from ex-alcoholics to psychiatrists, began engaging with employees, providing services from job testing to alcoholism and family counseling.

**C-head Internal and External Counselling Provision Era**
The third phase saw corporate counselling expanding its range of services, still emphasizing alcohol-related issues but also incorporating legal aid, stress management, and both telephonic and in-person counselling. The proliferation of EAPs led to the establishment of both:
1. Internal services – within organizations
2. External services – specializing in offering EAPs to multiple organizations
Furthermore, this era saw the rise of 'in-house' counsellors, professionals hired by firms to assist their staff.

B-head 1960s
The 1960s emphasized counselling as a developmental profession, with Gilbert Wrenn's "The Counsellor in a Changing World" (1962a) setting the decade's tone. Influential professionals, including Wrenn and Leona Tyler, championed the development-centric approach. The decade also witnessed the rise of humanistic counselling theories from figures like Dugald Arbuckle and Abraham Maslow. A notable shift occurred as counselling expanded from individual sessions to group interactions. The decade ended with an array of competing methodologies, reflecting the diversifying field of counselling (Aubrey 1977:293).

B-head 1970s
This decade marked new directions influenced both externally and within the counselling domain. Diversity initiatives emerged, focusing on women, minorities, and disabled individuals, partially due to legislative changes like Title IX and affirmative action. Within the counselling realm, events that propelled the profession included the establishment of helping skills  programmes, the beginning of licensure, and the further development of the APGA.
C-head Diversification in Counselling Settings
The swift expansion of counselling beyond educational institutions began in the 1970s when mental health centres and community agencies started hiring counsellors. This trend was prompted by several reasons, including the introduction of new federal legislation, which broadened human service activities, particularly for women, minorities, and individuals with disabilities. Notably, Title IX of the Education Amendments was enacted alongside affirmative action laws and anti-discrimination legislation aimed at protecting people with disabilities.

B-head 1990s
The 1990s marked continued transformations in the counselling profession. A pivotal change was the decision by the AACD in 1992 to rename itself as the American Counselling Association (ACA), better mirroring its membership and purpose. Another significant event in 1992 was the inclusion of counselling as a primary mental health profession in the healthcare human resource statistics by the Centre for Mental Health Services and the National Institute of Mental Health (Manderscheid & Sonnenschein, 1992). Such recognition equated counselling with other mental health specialties like psychology, social work, and psychiatry. Furthermore, the multicultural counselling competencies and standards were penned by Sue, Arredondo, & McDavis (1992), initiating broader discussions about the nature of multicultural counselling.

B-head 2000s
2002 marked the official 50th anniversary of counselling as a profession under the ACA. Amidst the celebration was an understanding of the evolving nature of counselling. Factors such as shifting gender roles, media and technological advancements, poverty, trauma, loneliness, and aging started gaining focus at the turn of the century (Lee & Walz, 1998; Webber & Mascari, 2010). Notably, concerns about violence, trauma, social justice, technology, leadership, and identity became central.

B-head The Impact of Counselling in the Workplace
Workplace counselling's efficacy is typically analyzed concerning two primary facets: the meaning of work and work behaviour. It's plausible to think that counselling can positively affect aspects like job satisfaction, motivation, and relationships with colleagues. Some seek counselling due to workplace conflicts, while others, dealing with personal issues, might feel alienated at work. Several studies have documented counselling's positive influence on work attitudes.

B-head The Impact of Counselling on Work Behaviour
Research indicates that workplace counselling plays a crucial role in organizational progress (Henderson, Hotopf, & Wessely, 2003; Elliott & Williams, 2010). Personal issues, such as relationship troubles or bereavement, can profoundly influence work behaviour, manifesting as reduced concentration, increased accidents, or heightened absenteeism. Issues like work-related stress and bullying can likewise negatively affect home life. Brammer and Shostrom (1977) suggest that counselling can mitigate sickness levels by addressing work-related stress and pressure. Carroll and Walton (1999) assert that addressing stress and anxiety through counselling can foster feelings of value among employees, boost morale, and promote better productivity. Moreover, measures like social betterment and occupational mental health can curb detrimental behaviours, enhancing workplace relations.
Here's the revised text with corrected grammar, spelling, and intext citations in APA format:

McLeod (2001) emphasized that counselors provide supportive services to clients and employees in the workplace. These interventions can help alleviate symptoms of ill behavior manifested as conflicts, bullying, and responses to unsatisfactory work conditions or poor relationships with colleagues. Cole (2003) suggests that workplace counseling fosters open communication between staff and employers, promoting candid conversations. By exploring alternative solutions, counseling can enhance overall well-being and consequently improve work performance (Porter, Bingham, & Simmons, 2008).

A-head Theories and the Pioneers Behind Them

B-head Ivan Pavlov
Ivan Petrovich Pavlov, an esteemed Russian physiologist and psychologist, presented a conceptual theory emphasizing the importance of conditioning and associating human behavior with the nervous system. He was awarded the 1904 Nobel Prize for Physiology or Medicine for his pioneering research on digestive secretions.

Born in Ryazan, Russia on 26 September 1849, Pavlov was the eldest of eleven children. His academic journey began at a church school and continued at the University of St. Petersburg where he pursued physics, mathematics, and natural sciences. Driven by his interest in science, Pavlov aspired to leverage scientific knowledge for societal improvement.

He is best remembered for his experiment where dogs were conditioned to salivate upon hearing a bell, anticipating food. This discovery exemplified classical conditioning, linking specific learned responses to certain stimuli. Behavioral theorists have since applied these insights to understand human behavior. The Nobel Prize recognized Pavlov for his transformative and expansive knowledge on the physiology of digestion (Famous Scientist, 2019).

B-head Sigmund Freud
Born on 6 May 1856 in Freiberg, Moravia, Sigismund Freud (later known as Sigmund) delved into the intricacies of the unconscious mind. His theories touched upon the mechanisms of repression, the diverse targets of sexual desire, and the therapeutic significance of dream symbolism.
In his academic journey at the University of Vienna, Freud began to study medicine in 1873. His collaboration with Josef Breuer on treating hysteria using hypnosis laid the groundwork for his later works. Freud's teachings, such as the unconscious, defense mechanisms, and Freudian slips, have profoundly influenced disciplines ranging from literature and film to Marxist and feminist theories, literary criticism, philosophy, and psychology.

Freud's contribution to psychoanalysis earned him a Professorship of Neuropathology at the University of Vienna in 1902. Despite differences with the medical community, Freud's ideas gained traction, and the International Psychoanalytic Association was established in 1910. Unfortunately, Freud's later years were marked by a battle with jaw cancer, leading to his demise on 23 September 1939 (BBC, 2014).
B-head Aaron T. Beck
Contemporary psychiatrist Aaron T. Beck has been instrumental in the genesis and propagation of cognitive-behavioral therapy. Born on 18 July 1921 in Rhode Island, Beck's academic prowess was evident as he graduated magna cum laude from Brown University. He furthered his studies at Yale Medical School, obtaining his medical degree in 1946.

Although initially immersed in psychoanalysis, Beck's 1960s research at the University of Pennsylvania pivoted towards distorted thoughts causing problematic behaviors. His realization that changing these distortions could alleviate depression symptoms culminated in cognitive behavioral therapy. Beck's innovations earned him the Lasker-DeBakey Clinical Medical Research Award and many prestigious positions, such as the President Emeritus of the Beck Institute for Cognitive Therapy and Research (GoodTherapy, 2019).
B-head Ivan Pavlov- Behaviorism Theory
As previously discussed, Pavlov, a Russian physiologist, conducted extensive studies on reflexes, especially in dogs. While examining the salivary response of dogs to food, he observed their anticipatory salivation in response to cues associated with feeding. This observation laid the groundwork for behaviorism, with Pavlov dedicating much of his life to researching this subject.
Pavlov's studies revolved around the concept of reflexes, innate behaviors triggered by specific stimuli. He introduced terms such as unconditioned stimulus and response, as well as conditioned stimulus and response, elucidating the principles of classical conditioning. In essence, classical conditioning describes how an organism's response to one stimulus can be transferred to another previously neutral stimulus through association.

---

According to Pavlov, both humans and animals can be seen as complex machines, but ultimately, they are just machines. Classical conditioning is especially true for humans concerning feelings because many feelings are innate and deeply rooted. Take fear as an example; it's a mechanism the organism uses for protection. When an organism encounters a perceived threat, fear is the immediate response. While fear is instinctual, classical conditioning shapes the context and manner in which fear is experienced. Daily fears and those associated with love and preference are results of classical conditioning. For instance, if a child associates their doctor with painful experiences from treatments, they might develop a fear of doctors. Similarly, people are drawn to others they share pleasant experiences with. Powerful conditionings like fear are often generalized because they hold significant importance for us. When individuals develop a fear of a specific stimulus, that fear can be generalized to related stimuli. For example, a child afraid of doctors might also become afraid of anyone wearing a white coat (Bacanli, 2019).
Sigmund Freud – Psychology Analyst

Understanding the role of work is crucial to grasp its significance for individuals, groups, and organizations. As Freud pointed out:
>No other technique for the conduct of life attaches the individual so firmly to reality as emphasizing work; it secures him a place in reality, specifically in the human community. The chance to redirect various libidinal components—narcissistic, aggressive, or even erotic—onto professional tasks and related human interactions gives work unparalleled value. It's not only essential for preserving one's societal role but also for justifying one's societal existence.

Freud emphasized how work becomes integral to human existence, especially regarding the various complex psychological processes connected to what is termed as 'work'. His first biographer, Jones (1962), depicted Freud as a diligent worker, often engaging in 12 or 13 analytical hours daily. Beyond his clinical duties, Freud still found time to write. Moreover, Freud discussed our inherent reluctance towards work, stating, "men are not spontaneously fond of work" (Freud, 1927/2001, p. 186). 
Most people work out of necessity, not choice. Similarly, many seek counseling due to necessity rather than a genuine desire. Freud's ideas on the psychological significance of work extended some of Marx's thoughts about the individual's alienation from their sense of self, their family, and their detachment from broader social groups. Work generates private property at the individual worker's expense in both economic and psychological contexts. It's an integral part of the civilizing process for society. This process safeguards society from individuals' inherent instincts and desires while also estranging individuals from themselves and one another. Czander (1993, p. 4) articulated the psychoanalytic interpretation of work: "The drive to control passion, perhaps rooted in a neurotic state, might merely be an effort to dull the darker motivations for human connections and the anxieties linked with the innate desire to achieve and master." Without civilization, chaos and destruction would reign, and without work, civilization would cease to exist. Thus, Freud proposed that work serves as a subconscious mechanism protecting us from our own urges and the desires of others.

Aaron T. Beck – Cognitive Behavioural Therapy

Cognitive behavioural therapy (CBT) encompasses a range of therapies grounded in behavioral learning and cognitive psychology. These therapies stem from scientifically validated models from the aforementioned theories and have become treatments of choice for an array of psychiatric disorders such as mood disorders, anxiety disorders, personality disorders, eating disorders, substance abuse disorders, and psychotic disorders.

CBT leverages two main strategies to induce change: (i) cognitive restructuring based on cognitive theory, and (ii) social and interpersonal skill training, which is the behavioral component of CBT. CBT is a time-bound psychological treatment that focuses on the interplay between thoughts, feelings, and behaviors. It typically spans 10-20 sessions, addresses current challenges, and follows a structured intervention approach. Research has extensively informed the evolution and application of CBT. Current evidence endorses CBT's effectiveness for many prevalent mental disorders. For certain conditions, meticulous research has propelled expert consensus panels to recognize CBT as the foremost treatment. Rather than being a monolithic approach, CBT resembles a family of treatments and methodologies. Depending on their training, CBT practitioners might highlight different treatment facets (cognitive, emotional, or behavioral). Still, all CBT techniques share core characteristics. Each technique's application is pragmatic, driven by its proven efficacy. CBT has shown success even among individuals with intricate needs who might be undergoing other treatments or have previously failed to benefit from other therapeutic modalities (Saldanha, 2013).

The Importance of Pioneers to the Development of Counselling

Certain individuals have uniquely shaped the evolution of workplace counseling. These individuals have adeptly interwoven their passion for counseling with organizational challenges, significantly influencing global workplace counseling trends. Their insights have equipped numerous counselors to establish their practices in workplace settings, merging clinical expertise with business insight.

According to LoFrisco (2013), clinical practice theory provides a foundational structure for interpreting and acting with integrity. To achieve our objectives efficiently, maintaining consistency and integrity is paramount. For budding counselors, theory serves as a guiding blueprint, furnishing direction and bolstering effectiveness. For seasoned professionals, theory aids in the integration of personal insights with external knowledge. 

As Rousseau (1968) opined, mastering nature is the essence of theory. A deep and realistic contemplation is crucial to genuinely understand one's actions. Neglecting such reflection is analogous to navigating without vision. Boy and Pine (1983) identified six pivotal roles of theory in counseling: 
1. Assisting counselors in discerning patterns and connections in existence.
2. Urging counselors to consider overlooked relationships.
3. Providing counselors with operational guidelines and aiding their professional growth assessment.
4. Guiding counselors in identifying relevant information.
5. Equipping counselors to aid clients in amending their behaviors, thoughts, emotions, and interpersonal dynamics.
6. Enabling counselors to evaluate existing and emerging counseling approaches.

**Counselling Today and the Future of Counselling**
Contemporary counselors are typically "integrative," combining core therapeutic methodologies with additional disciplines. Whether rooted in person-centered therapy, cognitive behavioral therapy, transitional analysis, gestalt therapy, solution-focused therapy, or other disciplines, the therapeutic approach's selection often takes a backseat to the counselor-client relationship's quality. Trust and transparency within this relationship are paramount to ensure
Conclusion
The field of counselling has undergone significant transformation over the years, evolving from basic principles to encompass a myriad of approaches tailored to address both individual and organizational needs. This chapter has shed light on the profound contributions of key figures like Sigmund Freud and Aaron T. Beck, whose theories and therapeutic techniques have profoundly shaped counselling practices globally. These pioneers not only expanded our understanding of human psychology and behaviour but also provided the foundation for contemporary counselling methodologies, particularly in workplace environments. 
Today, the integration of diverse counselling approaches signifies the flexibility and adaptability of the profession. Counsellors no longer strictly adhere to a single therapeutic approach but often combine multiple methodologies to best serve their clients. This holistic approach is further emphasized in the realm of workplace counselling, where understanding the intricate balance between personal and professional challenges is pivotal.
Furthermore, the chapter underscores the critical role of technology in redefining the boundaries and methods of counselling. Cyber counselling, for instance, is revolutionizing how services are accessed and delivered, making therapy more accessible to individuals who might have been left out due to geographical, physical, or societal barriers. 
The discussion on counselling in Jamaica offers a regional perspective, highlighting the strides the nation has made in recognizing and institutionalizing counselling support, particularly in workplaces. It's evident that cultural context matters, and understanding specific regional nuances is crucial for the effective application of counselling practices.
In essence, as the field of counselling continues to evolve, it remains anchored in its core mission: to facilitate better understanding, support, and growth for individuals navigating the complex terrains of their minds and emotions. The future of counselling, shaped by technological advances and a deeper appreciation of cultural contexts, promises even more refined and accessible means of supporting individuals and organizations alike.
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Workplace Counselling Models and Methods

A-head Introduction

Contemporary workplaces are rife with challenges, from the stresses of fast-paced environments to the complexities of achieving a work-life balance. Added to this is the increasing recognition of the tangible costs to businesses arising from employee mental health issues. Consequently, numerous organizations have integrated counselling services into their employee support systems. It becomes crucial to assess the effectiveness of workplace counselling in upholding quality standards and pinpointing exemplary practices (McLeod, J.). Over the years, there has been a notable expansion in counselling for work-related issues, underscoring organizational recognition of its value in staff support.
This chapter offers an initial exploration of both international and local studies, focusing on the varied methods and models of workplace counselling. The findings indicate that workplace counselling generally proves beneficial for employees, catering to a broad spectrum of problem types and severities across diverse organizational landscapes. In Jamaica, the primary conduit for these counselling services is the Employee Assistance Programme (EAP).In response to the stresses of the contemporary workplace, the challenges of maintaining satisfactory work life balance, and the costs to business of employee mental health problems, many organisations have contracted to make counselling services available to their staff. It is essential to evaluate the effectiveness of workplace counselling as a means of maintaining standards, and to identify examples of good practice (McLeod J). Counselling for work-related problems has expanded in recent years, as organisations have recognised the value of this approach to staff support. 
This chapter is a preliminary review of studies internationally and locally of the methods and models of workplace counselling. The results of this study suggest that, in general, workplace counselling is effective for employees who present a wide variety of type and gravity of problems, and who are located across different organisational settings. Workplace counselling methods and models in Jamaica are provided through the Employee  Assistance  Programme (EAP)




A-head Overview of the chapter
This chapter will identify the workplace counselling methods and models used to effect change within organisations. In addition, it will highlight the effects of counselling models and methods, the impact of counselling models on employees’ work behaviour, and the limitations of counselling models. 
B-head 1. Models of Workplace counselling

       	Psychoanalytic Therapy
Person-Centred Therapy
Behavioural Therapy
Cognitive Behavioural Therapy
 B-head 2. Methods of Workplace Counselling
 Direct Counselling
    -Face to face
Non-direct Counselling
    -Telephone
    -Live Chat
    -Email counselling
    -Online portal App
Eclectic Counselling
B-head 3. The Impact of Counselling Models on Work Behaviour

Reduced absenteeism related to sickness
Improved communication
Change in employees’ commitment to their jobs

B-head 4. The Effectiveness of Workplace Counselling Models and Methods

 Increased client satisfaction
 Improved psychological functioning
 Strengthened work-life balance
B-head  Psychoanalytic Therapy
Psychoanalytic therapy is a form of talking therapy based on the theories of Sigmund Freud. Freud is considered one of the forefathers of psychology, and is the founder of psychoanalysis. The approach explores how the unconscious mind influences thoughts and behaviours, with the intention to offer insight and resolution to the person seeking therapy. Psychoanalytic therapy typically looks at the clients’ experiences of early childhood, to see if any events had impacted or contributed to their current state. This form of therapy is considered a long-term choice, where sessions can continue for weeks, months or even years, depending on the depth of the concern being explored.
C-head The Application of Psychoanalytic Therapy
 The techniques most commonly used by psychoanalytically oriented therapists, include:
· Therapy geared more to limited objectives than to restructuring one’s personality
· Less likelihood of the therapist using the couch
· Fewer sessions each week
· More frequent use of supportive interventions such as reassurance, expressions of empathy and support, as well as suggestions and more self-disclosure by the therapist

·  The focus being more on pressing concerns than on working with fantasy material
The techniques of psychoanalytic therapy are aimed at increasing awareness, fostering insights into the client’s behaviour, and understanding the meanings of symptoms. The therapy proceeds from the client’s talk to catharsis (or expression of emotion) on insight to working through unconscious material. This work is done to attain the goals of intellectual and emotional understanding and reeducation, which it is hoped will lead to personality changes. The six basic techniques of psychoanalytic therapy are: (1) maintaining the analytic framework, (2) free association, (3) interpretation, (4) dream analysis, (5) analysis of resistance, and (6) analysis of transference.	Comment by REF: REPHRASE? -which it is hoped will lead to...
C-head Therapeutic Goals of Psychoanalytic Theory
The two goals of Freudian psychoanalytic therapy are to make the unconscious conscious and to strengthen the ego so that behaviour is based more on reality and less on instinctual cravings or irrational guilt. Successful analysis is believed to result in significant modification of the individual’s personality and character structure. Therapeutic methods are used to bring out unconscious material. Then childhood experiences are reconstructed, discussed, interpreted, and analysed. It is clear that the process is not limited to solving problems and learning new behaviours. Rather, there is a deeper probe into the past to develop the level of self-understanding that is assumed to be necessary for a change in character. Psychoanalytic therapy is oriented toward achieving insight, and not just an intellectual understanding; it is essential that the feelings and memories associated with this self-understanding be experienced.
C-head Relationship between Therapist and Client
There are some differences between how the therapeutic relationship is conceptualised by classical analysis and current relational analysis. The classical analyst stands outside the relationship, comments on it, and offers insight producing interpretations. In contemporary relational psychoanalysis, the therapist does not strive for a detached and objective stance. Instead, the participation of the therapist is a given, and he or she has an impact on the client and on the here-and-now interaction that occurs in the therapy context (Altman 2008). Contemporary psychoanalytic theory and practice highlights the importance of the therapeutic relationship as a therapeutic factor in bringing about change (Ainslie 2007). Through the therapeutic relationship “clients are able to find new modes of functioning that are no longer encumbered by the neurotic conflicts that once interfered with their lives” (Ainslie 2007: 14). According to Luborsky, O’Reilly-Landry and Arlow (2008), current psychodynamic therapists view the emotional communication between themselves and their clients as a useful way to gain information and create connection. Transference is the clients’ unconscious shifting in their responses to the analyst of feelings and fantasies that are reactions to significant others in the client’s past. Transference involves the unconscious repetition of the past in the present. “It reflects the deep patterning of old experiences in relationships as they emerge in current life” (Luborsky et al. 2008: 46). The relational model of psychoanalysis regards transference as being an interactive process between the client and the therapist. A client often has a variety of feelings and reactions to a therapist, including a mixture of positive and negative feelings. When these feelings become conscious, clients can understand and resolve ‘unfinished business’ from these past relationships. As therapy progresses, childhood feelings and conflicts begin to surface from the depths of the unconscious. Clients regress emotionally. Transference takes place when clients resurrect from their early years intense conflicts relating to love, sexuality, hostility, anxiety, and resentment; bring them into the present; re-experience them; and attach them to the analyst. For example, clients may transfer unresolved feelings toward an overbearing and unkind boss to the counsellor, who, in their eyes, is the same boss.	Comment by REF: ADD to refs	Comment by Consult: ADD Ainslie 2007 TO REFS	Comment by REF: Is this a quote from Ainslie 2007? 	Comment by Consult: ADD Ainslie 2007 TO REFS	Comment by REF: ADD to refs.	Comment by Consult: THIS INSERT OKAY?	Comment by Consult: ADD Luborsky et al. 2008 TO REFS

C-head The working-through process
This process consists of an exploration of unconscious material and defenses, most of which originated in early childhood. Working through is achieved by repeating interpretations and by exploring forms of resistance. It results in a resolution of old patterns and allows clients to make new choices. Effective therapy requires that the client develop a relationship with the analyst in the present that is a corrective and integrative experience. By experiencing a therapist who is engaged, caring, and reliable, clients can be changed in profound ways, which can lead to new experiences of human relationships (Ainslie 2007).                                        	Comment by REF: Check that this title(Ainslie 2007) has been added to refs
C-head Countertransference
This phenomenon occurs when there is inappropriate affect, when therapists respond in irrational ways, or when they lose their objectivity in a relationship because their own conflicts are triggered. In a broader sense, countertransference involves the therapist’s total emotional response to a client. Hayes (2004) refers to countertransference as the therapist’s reactions to clients that are based on his or her unresolved conflicts. Gelso and Hayes (2002) indicate that research has shed light on specific causes of countertransference within the therapist such as conflicts revolving around the therapist. The client–therapist relationship is of vital importance in psychoanalytic therapy. As a result of this relationship, particularly in working through the transference situation, clients acquire insights into the workings of their unconscious process. Awareness of and insights into repressed material are the bases of the analytic growth process. Clients come to understand the association between their past experiences and their current behaviour. The psychoanalytic approach assumes that without this dynamic self-understanding there can be no substantial personality change or resolution of present conflicts.	Comment by REF: ADD Hayes (2004) to refs	Comment by REF: ADD Gelso and Hayes (2002) to refs.
B-head Person-Centred Therapy 
The person-centred approach is based on concepts from humanistic psychology, many of which were articulated by Carl Rogers in the early 1940s. Of all the pioneers who founded a therapeutic approach, however, Rogers stands out as one of the most influential figures in revolutionising the direction of counselling theory and practice. This is supported by a 2006 survey conducted by Psychotherapy Networker (“The Top 10”, 2007), which identified Carl Rogers as “the single most influential psychotherapist of the past quarter century”. Rogers has become known as a “quiet revolutionary” who both contributed to theory development and whose influence continues to shape counselling practice today (see Rogers & Russell 2002).	Comment by REF: Publication data? ADD to refs	Comment by REF: ADD Rogers & Russell to refs
In tracing the major turning points in Rogers’ approach, Zimring and Raskin (1992) and Bozarth et al. (2002) have identified four periods of development. In a comprehensive review of the research on person-centered therapy over a period of 60 years, Bozarth et al. (2002) concluded that in the earliest years of the approach the client rather than the therapist was in charge. This style of nondirective therapy was associated with increased understanding, greater self-exploration, and improved self-concepts. Later a shift from clarification of feelings to a focus on the client’s frame of reference developed. Many of Rogers’ hypotheses were confirmed, and there was strong evidence for the value of the therapeutic relationship and the client’s resources as the crux of successful therapy. As person-centered therapy developed further, research centered on the core conditions assumed to be both necessary and sufficient for successful therapy. The attitude of the therapist — an empathethic understanding of the client’s world and the ability to communicate a non-judgmental stance to the client — was found to be basic to a successful therapy outcome.	Comment by REF: ADD Zimring and Raskin  to refs	Comment by REF: ADD Bozarth et al. to refs
C-head Therapeutic Goals of Person-Centred Therapy
The goals of person-centered therapy are different from those of traditional approaches. The person-centered approach aims toward the client achieving a greater degree of independence and integration. Its focus is on the person, not on the person’s presenting problem. Rogers (1977) did not believe the aim of therapy was to solve problems. Rather, it was to assist clients in their growth process so clients could better cope with their current and future problems. Rogers (1961) wrote that people who enter psychotherapy often ask: How can I discover my real self? How can I become what I deeply wish to become? How can I get behind my facades and become myself? 	Comment by REF: ADD to refs Rogers 1977	Comment by REF: ADD to refs. Rogers 1961
The underlying aim of therapy is to provide a climate conducive to helping the individual become a fully functioning person. Before clients are able to work toward that goal, they must first get behind the masks they wear, which they develop through the process of socialisation. Clients come to recognise that they have lost contact with themselves by using facades. In a climate of safety in the therapeutic session, they also come to realise that there are other possibilities. When the facades are put aside during the therapeutic process, what kind of person emerges from behind the pretenses? Rogers (1961) describes people who are becoming increasingly actualised as having (1) an openness to experience, (2) a trust in themselves, (3) an internal source of evaluation, and (4) a willingness to continue growing. Encouraging these characteristics is the basic goal of person-centered therapy. 
The cornerstone of person-centered theory is the view that clients in a relationship with a facilitating therapist have the capacity to define and clarify their own goals. Person-centered therapists are in agreement on the matter of not setting goals for what clients need to change, yet they differ on the matter of how to best help clients achieve their own goals (Bohart 2003).	Comment by REF: ADD to refs Bohart 2003 
C- head  Application of Person-Centered Approach
 The person-centered approach has been applied to working with individuals, groups, and families. Bozarth, Zimring and Tausch (2002) cite studies done in the 1990s that reveal the effectiveness of person-centered therapy with a wide range of client problems including anxiety disorders, alcoholism, psychosomatic problems, agoraphobia, interpersonal difficulties, depression, cancer, and personality disorders. Person-centered therapy has been shown to be as viable as the more goal-oriented therapies. Furthermore, outcome research conducted in the 1990s revealed that effective therapy is based on the client–therapist relationship in combination with the inner and external resources of the client (Hubble, Duncan & Miller 1999). The client is the critical factor in determining therapeutic outcomes: “What matters, according to outcome data, is the client: the client’s resources, participation, evaluation of the alliance, and perceptions of the problem and its resolution. Our techniques, it turns out, are only helpful if the client sees them as relevant and credible” (Hubble, Duncan & Miller 1999: 433). The basic philosophy of the person-centered approach has applications to education from elementary school to graduate school. The core conditions of the therapeutic relationship have relevance to educational settings. In Freedom to Learn, Rogers and Freiberg (1994) describe journeys taken by different teachers who have moved from being controlling managers to facilitators of learning. These teachers have discovered their own pathways to freedom. According to Rogers and Freiberg, both research and experience show that more learning, more problem solving, and more creativity can be found in classrooms that operate within a person-centered climate. In such a climate, learners are able to ???Research and experience suggest that classrooms operating within a person-centered climate facilitate more learning, problem-solving and creativity. Rogers and Freiberg's findings indicate that learners thrive in such an environment. Rogers' hypothesis regarding the "necessary and sufficient conditions for therapeutic personality change" is based on the quality of the relationship established. Providing a certain type of relationship can lead to the discovery of new abilities within oneself.	Comment by REF: ADDed to refs? Confirm	Comment by REF: ADD Hubble, Duncan & Miller 1999 to refs	Comment by REF: ADD to refs	Comment by REF: ADD Rogers and Freiberg to refs
Rogers (1957) bases his hypothesis of the “necessary and sufficient conditions for therapeutic personality change” on the quality of the relationship: “If I can provide a certain type of relationship, the other person will discover within himself or herself the capacity to use that relationship for growth and change, and personal development will occur” (Rogers 1961: 33). Rogers (1967) hypothesises further that “significant positive personality change does not occur except in a relationship” (p. 73). Rogers’ hypothesis was formulated on the basis of many years of his professional experience, and it remains basically unchanged to this day. This hypothesis (cited in Cain 2002a: 20) is stated thus: 1. Two persons are in psychological contact. 2. The first, whom we shall term the client, is in a state of incongruence, being vulnerable or anxious. 3. The second person, whom we term the therapist, is congruent (real or genuine) in the relationship. 4. The therapist experiences unconditional positive regard for the client. 5. The therapist experiences an empathetic understanding of the client’s internal frame of reference and endeavours to communicate this experience to the client. 6. The communication to the client of the therapist’s empathetic understanding and unconditional positive regard is to a minimal degree achieved.	Comment by REF: ADD to refs –Is this Rogers– 1957or 1961??	Comment by REF: ADD to refs (Rogers 1961; Rogers 1967)	Comment by REF: ADD Cain 2002 to refs. (Is there another Cain (b), etc.?
Rogers hypothesised that no other conditions were necessary. If the therapeutic core conditions exist over some period of time, constructive personality change will occur. The core conditions do not vary according to client type. Further, they are both necessary and sufficient for therapeutic change to occur. 	Comment by REF: Cite which Rogers / ADD to refs if not already there
C-head Unconditional Positive Regard and Acceptance
 The second attitude therapists need to communicate is deep and genuine caring for the client as a person, or a condition of unconditional positive regard. The caring is non possessive and it is not contaminated by evaluation or judgment of the client’s feelings, thoughts, and behaviour as good or bad. If the therapists’ caring stems from their own need to be liked and appreciated, constructive change in the client is inhibited. Accurate empathethic understanding implies that the therapist will sense clients’ feelings as if they were his or her own without becoming lost in those feelings. It is important to understand that accurate empathy goes beyond recognition of obvious feelings to a sense of the less clearly experienced feelings of clients. Part of empathetic understanding is the therapist’s ability to reflect the experiencing of clients. This empathy results in clients’ self-understanding and clarification of their beliefs and worldviews.

B-head   Behavioural Therapy
Behaviour therapy practitioners focus on observable behaviour, current determinants of behaviour, learning experiences that promote change, tailoring treatment strategies to individual clients, and rigorous assessment and evaluation (Kazdin 2001; Wilson 2008). Behaviour therapy has been used to treat a wide range of psychological disorders with different client populations (Wilson 2008). Anxiety disorders, depression, substance abuse, eating disorders, domestic violence, sexual problems, pain management, and hypertension have all been successfully treated using this approach. Behavioural procedures are used in the fields of developmental disabilities, mental illness, education and special education, community psychology, clinical psychology, rehabilitation, business, self-management, sports psychology, health-related behaviours, and gerontology (Miltenberger 2008).	Comment by REF: ADD Kazdin 2001 & Wilson 2008 to refs.	Comment by REF:  ADD to refs	Comment by REF: ADD to refs

B-head Founders of Behavioural Theory
The behavioural approach had its origin in the 1950s and early 1960s, and it was a radical departure from the dominant psychoanalytic perspective. The behaviour therapy movement differed from other therapeutic approaches in its application of principles of classical and operant conditioning (which will be explained shortly) to the treatment of a variety of problem behaviours. Today, it is difficult to find a consensus on the definition of behaviour therapy because the field has grown, become more complex, and is marked by a diversity of views. Indeed, as behaviour therapy has evolved and developed, it has increasingly overlapped in some ways with other psychotherapeutic approaches (Wilson 2008). 	Comment by REF: Wilson 2008 not added to refs
The discussion presented here is based on Spiegler and Guevremont’s 2003 historical sketch of behaviour therapy. Traditional behaviour therapy arose simultaneously in the United States, South Africa, and Great Britain in the 1950s. In spite of harsh criticism and resistance from psychoanalytic psychotherapists, the approach survived. Its focus was on demonstrating that behavioural conditioning techniques were effective and were a viable alternative to psychoanalytic therapy.	Comment by REF: ADD Spiegler and Guevremont 2003 to refs
 	In the 1960s Albert Bandura developed social learning theory, which combined classical and operant conditioning with observational learning. Bandura made cognition a legitimate focus for behaviour therapy. During the 1960s a number of cognitive behavioural approaches sprang up, and they still have a significant impact on therapeutic practice (see Chapter 10). Contemporary behaviour therapy emerged as a major force in psychology during the 1970s, and it had a significant impact on education, psychology, psychotherapy, psychiatry, and social work. Behavioural techniques were expanded to provide solutions for business, industry, and child-rearing problems as well. Known as the ‘first wave’ in the behavioural field, behaviour therapy techniques were viewed as the treatment of choice for many psychological problems. Two of the most significant developments in the field were (1) the continued emergence of cognitive behaviour therapy as a major force, and (2) the application of behavioural techniques to the prevention and treatment of health related disorders.	Comment by J AP: ADD TO REFS.
Therapeutic Goals occupy a place of central importance in behaviour therapy. The general goals of behaviour therapy are to increase personal choice and to create new conditions for learning. The client, with the help of the therapist, defines specific treatment goals at the outset of the therapeutic process. Although assessment and treatment occur together, a formal assessment takes place prior to treatment to determine behaviours that are targets of change. Continual assessment throughout therapy determines the degree to which identified goals are being met. It is important to devise a way to measure progress toward goals based on empirical validation. Contemporary behaviour therapy stresses clients’ active role in deciding about their treatment. The therapist assists clients in formulating specific measurable goals. Goals must be clear, concrete, understood, and agreed on by the client and the counsellor. The counsellor and client discuss the behaviours associated with the goals, the circumstances required for change, the nature of sub goals, and a plan of action to work toward these goals. This process of determining therapeutic goals entails a negotiation between client and counsellor that results in a contract that guides the course of therapy. Behaviour therapists and clients alter goals throughout the therapeutic process as needed. In addition people are able to function well psychological as their minds are free after speaking with a counsellor this in turn creates proper work-life balance for employees. Who now has an outlet whenever they are in need of mental support. 
C-head Relationship between Therapist and Client
Clinical and research evidence suggests that a therapeutic relationship, even in the context of a behavioural orientation, can contribute significantly to the process of behaviour change (Granvold & Wodarski 1994). Most behavioural practitioners stress the value of establishing a collaborative working relationship (Beck 2005). For example, Lazarus (2008) believes a flexible repertoire of relationship styles, plus a wide range of techniques, enhances treatment outcomes. He emphasises the need for therapeutic flexibility and versatility above all else. Lazarus contends that the cadence of client–therapist interaction differs from individual to individual and even from session to session. The skilled behaviour therapist conceptualises problems behaviourally and makes use of the client–therapist relationship in facilitating change. As you will recall, the experiential therapies (existential therapy, person centered therapy, and Gestalt therapy) place primary emphasis on the nature of the engagement between counsellor and client. In contrast, most behavioural practitioners contend that factors such as warmth, empathy, authenticity, permissiveness, and acceptance are necessary, but not sufficient, for behaviour change to occur. The client–therapist relationship is a foundation on which therapeutic strategies are built to help clients change in the direction they wish. However, behaviour therapists assume that clients make progress primarily because of the specific behavioural techniques used rather than because of the relationship with the therapist. “Therapeutic Techniques and Procedures: Strength of the Behavioural Approaches” is the development of specific therapeutic procedures that must be shown to be effective through objective means. The results of behavioural interventions become clear because therapists receive continual direct feedback from their clients. A hallmark of the behavioural approaches is that the therapeutic techniques are empirically supported and evidence-based practice is highly valued. “Theories and Techniques of Counselling: Evidence-based Practice” is highly valued. To its credit, the effectiveness of behaviour therapy (and cognitive behaviour therapy) has been researched with different populations and a wide array of disorders. According to Lazarus (1989, 1992b, 1996b, 1997a, 2005, 2008), a pioneer in contemporary clinical behaviour therapy, behavioural practitioners can incorporate into their treatment plans any technique that can be demonstrated to effectively change behaviour. Lazarus advocates the use of diverse techniques, regardless of their theoretical origin. It is clear that behaviour therapists do not have to restrict themselves only to methods derived from learning theory. Likewise, behavioural techniques can be incorporated into other approaches. This is illustrated later in this chapter in the sections on the integration of behavioural and psychoanalytic techniques and, as well, by the incorporation of mindfulness and acceptance-based approaches into the practice of behaviour therapy. The therapeutic procedures used by behaviour therapists are specifically designed for a particular client rather than being randomly selected from a ‘bag of techniques’. Therapists are often quite creative in their interventions. In the following sections the author describes a range of behavioural techniques available to the practitioner: applied behavioural analysis, relaxation training, systematic desensitisation, exposure therapies, eye movement desensitisation and reprocessing, social skills training, self-modification programmes and self-directed behaviour, multimodal therapy, and mindfulness and acceptance-based approaches. These techniques do not encompass the full spectrum of behavioural procedures, but they do represent a sample of the approaches used in contemporary behaviour therapy.	Comment by REF: ADD Granvold & Wodarski 1994 to refs	Comment by REF: ADD Beck 2005 to refs	Comment by REF: ADD Lazarus 2008 to refs	Comment by REF: ADD Lazarus to refs and list the (a/(b) publication year /title sequencing where necessary	Comment by REF: WHICH Lazarus (publication year(s))?
B-head  Cognitive Behavioural Therapy
Cognitive Behavioural approach features two popular theorists Albert Ellis’s rational emotive behaviour therapy (REBT), and Aaron T. Beck’s cognitive therapy (CT).  Cognitive behaviour therapy (CBT), which combines both cognitive and behavioural principles and methods in a short-term treatment approach, has generated more empirical research than any other psychotherapy model (Dattilio 2000a). To a large degree, cognitive behaviour therapy is based on the assumption that a reorganisation of one’s self-statements will result in a corresponding reorganisation of one’s behaviour. Behavioural techniques such as operant conditioning, modeling, and behavioural rehearsal can also be applied to the more subjective processes of thinking and internal dialogue. The cognitive behavioural approaches include a variety of behavioural strategies (discussed in Chapter 9) as a part of their integrative repertoire.	Comment by REF: ADD to refs

C-head Albert Ellis’ Rational Emotive Behaviour Therapy (REBT)
REBT differs from many other therapeutic approaches in that it does not place much value on free association, working with dreams, focusing on the client’s past history, expressing and exploring feelings, or dealing with transference phenomena. Although transference and countertransference may spontaneously occur in therapy, Ellis (2008) claims “they are quickly analyzed, the philosophies behind them are revealed, and they tend to evaporate in the process” (p. 209). Furthermore, when a client’s deep feelings emerge, “the client is not given too much chance to revel in these feelings or abreact strongly about them” (p. 209). Ellis believes that such cathartic work may result in clients feeling better, but it will rarely aid them in getting better.	Comment by REF: ADD to refs
The A-B-C framework is central to REBT theory and practice. This model provides a useful tool for understanding the client’s feelings, thoughts, events, and behaviour (Wolfe 2007). ‘A’ is the existence of a fact, an activating event, or the behaviour or attitude of an individual. ‘C’ is the emotional and behavioural consequence or reaction of the individual; the reaction can be either healthy or unhealthy. ‘A’ (the activating event) does not cause ‘C’ (the emotional consequence). Instead, ‘B’, which is the person’s belief about ‘A’, largely causes ‘C’, the emotional reaction. The interaction of the various components can be diagrammed like this: A (activating event) ← B (belief) → C (emotional and behavioural consequence).	Comment by REF: ADD  Wolfe 2007 to refs
C-head Therapeutic Goals
 According to Ellis (2001b; Ellis & Harper 1997), we have a strong tendency not only to rate our acts and behaviours as ‘good’ or ‘bad’, ‘worthy’ or ‘unworthy’, but also to rate ourselves as a total person on the basis of our performances. These ratings constitute one of the main sources of our emotional disturbances. Therefore, most cognitive behaviour therapists have the general goal of teaching clients how to separate the evaluation of their behaviours from the evaluation of themselves — their essence and their totality — and how to accept themselves in spite of their imperfections. The many roads taken in rational emotive behaviour therapy lead toward the destination of clients minimising their emotional disturbances and self-defeating behaviours by acquiring a more realistic and workable philosophy of life. The process of REBT involves a collaborative effort on the part of both the therapist and the client in choosing realistic and self-enhancing therapeutic goals. The therapist’s task is to help clients differentiate between realistic and unrealistic goals and also self-defeating and self-enhancing goals (Dryden 2002). A basic goal is to teach clients how to change their dysfunctional emotions and behaviours into healthy ones. Ellis (2001b) states that two of the main goals of REBT are to assist clients in the process of achieving unconditional self-acceptance (USA) and unconditional other acceptance (UOA), and to see how these Theories and Techniques of Counselling are interrelated. As clients become more able to accept themselves, they are more likely to unconditionally accept others. 	Comment by REF: ADD to ref :  Ellis 2001(b) and Ellis & Harper 1997 
C-head Relationship between Therapist and Client 
Because REBT is essentially a cognitive and directive behavioural process, an intense relationship between therapist and client is not required. As with the person-centered therapy of Rogers, REBT practitioners unconditionally accept all clients and also teach them to unconditionally accept others and themselves. However, Ellis believes that too much warmth and understanding can be counterproductive by fostering a sense of dependence for approval from the therapist. REBT practitioners accept their clients as imperfect beings who can be helped through a variety of techniques such as teaching, bibliotherapy, and behaviour modification (Ellis 2008). Ellis builds rapport with his clients by showing them that he has great faith in their ability to change themselves and that he has the tools to help them do this. Rational emotive behaviour therapists are often open and direct in disclosing their own beliefs and values. Some are willing to share their own imperfections as a way of disputing clients’ unrealistic notions that therapists are ‘completely put together’ persons. On this point, Wolfe (2007) claims “it is important to establish as much as possible an egalitarian relationship, as opposed to presenting yourself as a non-disclosing authority figure” (p. 186). Ellis (2002) maintains that transference is not encouraged, and when it does occur, the therapist is likely to confront it. Ellis believes that a transference relationship is based on the irrational belief that the client must be liked and loved by the therapist, or parent figure.	Comment by REF: Ellis 2008 should already have been added to refs. Pls check.	Comment by REF: ADD to refs.	Comment by REF: Ellis 2002 -ensure added to refs
C-head  Aaron Beck’s Cognitive Therapy Introduction 
Aaron T. Beck developed an approach known as cognitive therapy (CT) as a result of his research on depression (Beck 1963, 1967). Beck was designing his cognitive therapy about the same time as Ellis was developing REBT, yet both of them appear to have created their approaches independently. Beck’s observations of depressed clients revealed that they had a negative bias in their interpretation of certain life events, which contributed to their cognitive distortions (Dattilio, 2000a). Cognitive therapy has a number of similarities to both rational emotive behaviour therapy and behaviour therapy. All of these therapies are active, directive, time-limited, present-centered, problem-oriented, collaborative, structured, empirical, make use of homework, and require explicit identification of problems and the situations in which they occur (Beck & Weishaar, 2008). Cognitive therapy perceives psychological problems as stemming from commonplace processes such as faulty thinking, making incorrect inferences on the basis of inadequate or incorrect information, and failing to distinguish between fantasy and reality. Like REBT, CT is an insight-focused therapy that emphasises recognising and changing negative thoughts and maladaptive beliefs. Thus, it is a psychological education model of therapy. Cognitive therapy is based on the theoretical rationale that the way people feel and behave is determined by how they perceive and structure their experience. The theoretical assumptions of cognitive therapy are (1) that people’s internal communication is accessible to introspection, (2) that clients’ beliefs have highly personal meanings, and (3) that these meanings can be discovered by the client rather than taught or interpreted by the therapist (Weishaar, 1993). The basic theory of CT holds that to understand the nature of an emotional episode or disturbance it is essential to focus on the cognitive content of an individual’s reaction to the upsetting event or stream of thoughts (DeRubeis & Beck, 1988). The goal is to change the way clients think by using their automatic thoughts to reach the core schemata and begin to introduce the idea of schema restructuring. 	Comment by REF: Ensure both Beck titles are listed in Refs	Comment by REF: ADD TO REFS.	Comment by REF: ADD Beck & Weishaar 2008 to refs	Comment by REF: ADD to refs. (Weishaar 1993)	Comment by REF: ADD DeRubeis & Beck 1988 to refs
Beck and Weishaar (2008) describe both cognitive and behavioural techniques that are part of the overall strategies used by cognitive therapists. Techniques are aimed mainly at correcting errors in information processing and modifying core beliefs that result in faulty conclusions. Cognitive techniques focus on identifying and examining a client’s beliefs, exploring the origins of these beliefs, and modifying them if the client cannot support these beliefs. Examples of behavioural techniques typically used by cognitive therapists include skills training, role playing, behavioural rehearsal, and exposure therapy. Regardless of the nature of the specific problem, the cognitive therapist is mainly interested in applying procedures that will assist individuals in making alternative interpretations of events in their daily living. Think about how you might apply the principles of CT to yourself in this classroom situation and change your feelings surrounding the situation: Your professor does not call on you during a particular class session. You feel depressed. Cognitively, you are telling yourself: “My professor thinks I’m stupid and that I really don’t have much of value to offer the class. Furthermore, she’s right, because everyone else is brighter and more articulate than I am. It’s been this way most of my life!” Some possible alternative interpretations are that the professor wants to include others in the discussion that she is short on time and wants to move ahead, that she already knows your views, or that you are self-conscious about being singled out or called on. The therapist would have you become aware of the distortions in your thinking patterns by examining your automatic thoughts. The therapist would ask you to look at your inferences, which may be faulty, and then trace them back to earlier experiences in your life. Then the therapist would help you see how you sometimes come to a conclusion (your decision that you are stupid, with little of value to offer) when evidence for such a conclusion is either lacking or based on distorted information from the past. 	Comment by REF: Weishaar (2008) not in refs
As a client in cognitive therapy, you would also learn about the process of magnification or minimisation of thinking, which involves either exaggerating the meaning of an event (you believe the professor thinks you are stupid because she did not acknowledge you on this one occasion) or minimising it (you belittle your value as a student in the class). The therapist would assist you in learning how you disregard important aspects of a situation, engage in overly simplified and rigid thinking, and generalise from a single incident of failure. Can you think of other situations where you could apply CT procedures?

A-head  Methods of Workplace Counselling
The online article on healthassured.co.uk speaks to the benefits of counselling in the workplace for all stakeholders. It has been stated that counselling is an effective method of keeping employees happy and committed even while dealing with stress related personal issues. Workplace counselling can immensely impact the employees overall mental and physical health and counter the effects of stress on the affected employees. The different methods of counselling available can be tailored to an employee based on his or her preferences. Each method has its own unique benefits. These will be discussed below.
B-head Directive Counselling
C-head Face-to-Face
On the YourArticleLibrary.com website, the author Diksha Yap states that the counsellor issues certain instructions to the counsellee and they in turn are required to do certain things such as display certain behaviour mannerisms such as being required to abstain from alcohol or drugs, or just to respect their colleagues and superiors.	Comment by J AP: LIST THIS IN REFS.

C-head  Features of Directive Counselling Between Counsellor and Client 
During the Interview Session
1. Focus is placed on a particular problem and possible solution.
2. Counsellor plays a more active role than the client or pupil. The counsellor leads in the session
3. The client is generally the one that makes the decision, however the counsellor steers the counsellee and ensures that decisions are in keeping with the counsellor’s diagnosis.
4. The counsellor’s duty is to direct the thinking of the client by informing, explaining, interpreting and advising him or her.
 C-head Steps in Directive Counselling:	
There are six steps posited by the author Yap 	Comment by REF: ADD date to Yap citation. ADD Yap to refs
(i) Analysis: This includes data collection from various sources to aid in adequate information in understanding of the client/pupil
(ii) Synthesis: This is about organising and summarising the data to find out the adjustments and maladjustments of the client/pupil
(iii) Diagnosis: This involves formulating conclusions based on data analysis as it relates to the nature and causes of the problems expressed by the client/pupil 
(iv) Prognosis: This step implies predicting the future development of the problem of client or pupil.
(v) Counselling: At this stage the counsellor should be taking steps with the pupil to bring about adjustment in life.
(vi) Follow-up: This critical stage involves helping and determining the effectiveness of the counselling provided to the pupil/client.
C-head Role of the Counsellor in Directive Counselling
The author goes on to highlight the role of the counsellor as vital in this counselling process. The counsellor is viewed as the leader of the session(s) and is pivotal to the overall process. The counsellor should ensure the individual is not the focus of the session. The counsellee in fact, works under the counsellor and not with him. He prescribes what the pupil should do to solve his problems and follows the consequences or effects of his prescription. Directive counselling is also called the prescriptive counselling because the counsellor prescribes the solutions or the course of action for the pupils.
A-head Types of Employee Counselling
B-head Face-to-face Counselling
This type of counselling is the most personal and direct form of counselling, which gives employees the chance to talk to another human in person and get real time responses. It’s extremely useful for employees who are conversationalists and generally have no issues talking about themselves and emotions candidly. This type of counselling session take place in a private practice, a confidential area of the workspace, or alternative environments that is conducive to both counsellor and counsellee. It has been observed as one of the most useful types of counselling for the counsellors themselves, as they are better able to read the non-verbal signals of the employees in their quest to learning  more about the individual.
B-head  Non Directive Counselling
With the non-directive counselling method the counsellor does not issue directions but observe the behaviour and attitude of the counsellee towards his work, colleagues, superiors and subordinates. If he errs then counsellor comes to his rescue and corrects him realising him that he was wrong. He will not issue him any instructions or will not direct him.This type of counselling is a growing process as more clients centered as the counsellee or client is the pivot of the counselling session in as he/she plays an active role. In this counselling the goal is the independence and integration of the client rather than the solution of the problem. It is customary that the counsellee comes to the counsellor with a problem. Rapport is built based on mutual trust, acceptance and understanding. After which the counsellee would then provide all information about his problems and issues. The counsellor then assists the client to analyze and synthesise, diagnose his difficulties, predict the future development of his problems, take a decision about the solution of his problems; and analyse the strengths and consequences of his solutions before taking a final decision. Since the counsellee is given full freedom to talk about his problems and work out a solution, this technique is also called the  “permissive” counselling.

C-head  Client’s Perception of the Relationship
After a client seeks help from a counsellor and it is perceived by the counsellee that counsellor is in no way or form judging him and accepts the individual for who he is the client becomes empowered in his own ability to have his issues resolved his own way. The empowerment and comfort that given to the client enables him to openly discussed matters or topics that he may not have be able to discuss with family and friends even though previous experiences with counsellors may have taught him that the counsellor is a counsellor or giver of advice”.
The client now finds that the counsellor tries to understand him, his feelings, and helps the client to understand himself. The counsellor is viewed as understanding of the clients views on different things or issues and also why it is viewed a particular way by the client. It is important for the client to understand that he can terminate or avoid the relationship without solving the specific problem which is brought to the counsellor. 
 C-head Steps in Non-Directive Counselling Listed Below
1. The client/individual comes for help as the counsellee.
 2. The counsellor defines the situation (a) indicating that he doesn’t have the answers; (b) the counsellor then provides a place and an atmosphere in which the client can think of the answers or solutions to his problems.
3. The counsellor should be friendly, interested and encourage free expression of feelings with regard to the client’s problem
4. The counsellor tries to understand the feeling of the client.
5. The counsellor should accept and recognise the positive as well as negative feelings of the client.
6. There should be period of release or free expression that is followed by a gradual development of insight.
7. As the client recognises and accepts emotionally as well as intellectually their real attitudes and desires, they perceive the decisions that they must make and the possible courses of action open to them.
8. Positive steps towards the solution of the problem situation begin to occur.
9. The client becomes less dependent on counsellor and can handle the situations on their own and hence decides to end the contract with counsellor.
C-head  Telephone Counselling
This type of counselling is less structured, allows for a lot more flexibility as it can be done anywhere (from the comfort of the counsellor or client’s home or office) anytime convenient to both parties. It is perceived to be just as effective a therapy session as face to face counselling and it allows employees or clients the freedom to express their concerns more candidly as the telephone removes the nervousness or fear that a face-to-face session would present, while still getting live responses. The anonymity is another benefit to this method which further eliminates fear and encourages honesty.
 

C-head  Live Chat or Email Counselling     
Live chat or email counselling is posited as an extension of the idea of telephone counselling, further reducing the intensity of the experience and increasing the sense of anonymity. It is said to be particularly useful or appealing for the younger clientele and also for nervous employees who feel most comfortable typing than talking. The drawback however is related to the reduction the authenticity of communication, due to the extent of anonymity and a sense of the feeling of detachment from the overall experience.  It is therefore method recommended that this type of counselling method be used as a gateway to allowing employees to get used to talking about their problems.
C-head  Online Portal App
Technological advancements indicate trends – and as there is an app for almost everything, why not one for counselling? The onus is on the organisation’s directors to assess the effectiveness of the app for all stakeholders. The whole concept of the app is to have it available for employees’ use whenever the need arises. It can be linked to a professional contracted by but not employed to the company, or it can be linked to professionally certified HR personnel employed to the company. The app can be downloaded to phones, tablets or personal computers. Online therapy is defined as the provision of mental health services through the Internet, and it is a growing field that has sparked an abundance of interest and controversy. A primary concern and potential drawback to the practice of online therapy was whether or not a working alliance could be successfully forged with the existence of geographical constraints. Considered a central component of successful therapy, can a working alliance develop when participants are geographically separated? 
In a study undertaken by author Yap, working alliance scores were compared between a small, primarily female sample of online therapy consumers and a representative sample of traditional face-to-face therapy clients. Results revealed significantly higher means on the goal subscale and composite score of the Working Alliance Inventory in the online sample, suggesting that a working alliance can be adequately established in therapy delivered online. No significant differences in the level of working alliance were found within the online therapy sample with respect to modality of communication, client presenting problem, or therapist. Themes from comments suggest the importance for participants of the disinhibiting effects of the medium.	Comment by REF: Yap needs to be added to refs
C-head Eclectic Counselling
Eclectic counselling is a combination of directive and non-directive techniques. This is based on the situational factors as they arise. The counsellor decides on the technique that best meets the clients and their needs. In this regard, the counsellor may use a combination of therapies or theories as practical necessity takes precedence over belief. The counsellor may start with a non-directive technique and decide to switch to a directive method should it become necessary. As its name indicates, eclectic therapy is a therapeutic approach that incorporates a variety of therapeutic principles and philosophies in order to create the ideal treatment  programme to meet the specific needs of the patient or client. 
In eclectic counselling, therefore, the counsellor makes use of directive and non-directive counselling as well as any other type which may be considered useful for the purpose of modifying the ideas and attitudes of the counsellee. Hence it is possible for the counsellor to alternate between directive and non-directive techniques depending upon the requirements of the situation.
It is proposed that eclectic counselling bridge the gap between the two concepts of directive and non-directive counselling and make adjustments between directive and non-directive techniques.

D-head  Features/Characteristics of Eclectic Counselling:
1. Variations to the methods of counselling – it is dependent on the client and their need.
2. Flexibility is the key to this type of counselling.
3. Freedom of choice and expression is open to both the counsellor and the client.
4. Analytical structures are adjusted to serve the purposes of the relationship.
5. Experience of mutual confidence and faith in the relationship are basic.
6. Feelings of comfort are essential.

D-head  What are the Benefits of Eclectic Therapy?
Customised to the needs of clients and by doing so, eclectic therapy best addresses and caters to the needs of the clients and ensures that the best techniques are used in the treatment process.

D-head What Conditions/Disorders Does Eclectic Therapy Treat?
The author McKayla Arnold posits that any condition that can be treated via any type of therapy is capable of being treated with eclectic therapy. Thus, individuals with addictions, substance abuse disorders, eating disorders, behaviour compulsions, mood disorders, and other forms of emotional or psychological issues may be effectively treated by a therapist who embraces the philosophy of eclectic therapy. 
A-head The Impact of Counselling Models on Work Behaviour
Workplace counseling in Jamaica is often undervalued within organizations. Given Jamaica's high degree of uncertainty, it is understandable that many organizations adopt a reactive approach to workplace counseling. Many organizational managers lack the necessary interpersonal skills to discern the non-verbal cues exhibited by their team members. Consequently, they often realize there's a problem only when an employee exhibits frequent absenteeism. When faced with frequent absences, managers' initial reactions are typically not of concern but of frustration and annoyance. Early recognition of non-verbal communication cues can allow for timely acknowledgment of challenges that employees may be experiencing, both personally and professionally. For counseling models to be effective, it's crucial that managers engage in open communication with their staff rather than merely imposing rules and penalties for recurrent absences. Such a proactive approach encourages employees to address and share any concerns they might have. If a problem is identified, managers should initiate a conversation with the affected staff member to determine whether they would benefit from discussing their concerns or if there is a need to involve a professional counselor. When employees perceive that their well-being is a managerial concern, they are more likely to be forthcoming about both personal and work-related challenges.Workplace counselling in Jamaica is not seen as an important factor in organisations. Given that Jamaica is a country that has a high level of uncertainty, it is not surprising that many organisations display reactive behaviours to counselling within the workplace. Organisations’ managers are not equipped with interpersonal skills to detect non-verbal communication of organisation members, Therefore they wait until employees are missing from work frequently before recognising that something is wrong with their employee. When managers recognise that an employee is absent from work quite often, their first instinct is never one of concern but frustration and annoyance. If managers recognise the signs of non-verbal communication from an early stage, it will provide opportunities for quick acknowledgement of any personal or work related issues employees may be facing. Also, for counselling models to have an impact, managers should communicate with staff instead of creating rules and sanctions for habitual absence from work.  This would encourage employees to address issues they are facing and even speak to someone about it. Once the issue is identified, managers should speak with their staff members to find out if they would like to talk about it or if they would like the company to engage the services of a counsellor. When employees see that a manager is concerned about their well-being, they will be more open with issues they are facing personally and issues that are work related.  

In addition, successful counselling models and methods improve communication among staff in general, and among their team members and bosses as well. People are the most central asset in any organisation, but like any regular human being, they encounter problems in their lives and at the workplace which affect their well-being. It is vital that managers understand that employees have an umbilical connection with their work and when faced with personal or work-related issues, their performance and productivity at work will decline. 
The launch of cross-cultural research investigating multicultural issues in the United States has forced mental health practitioners to recognise an existing void in the profession. In Western cultures, there is a tendency to apply counselling theories and techniques to populations with diverse backgrounds that are not represented in the mainstream literature. The people of Jamaica are not exempt from this exclusionary oversight that is present in today's research literature Palmer 2009). Regardless of the representation of Jamaica in the mental health services literature, the practice of counselling is now present in that Caribbean country. The introduction of counselling services is limited, with the majority of professionals being employed in the school system as guidance counsellors. Although the majority of counsellors are found in Jamaica's public schools, there is also an effort to provide counselling within community settings, such as local churches (Copeland, 1992), and through student affairs divisions of colleges and universities. Among the helping professionals are a small number of mental health care providers in private practice. Counselling delivered in this manner faces a multitude of challenges that stem from economic and social constraints.	Comment by REF: ADD G. J. Palmer 2009 to refs.	Comment by REF: IS CHANGE TO NOT CORRECT?	Comment by REF: ADD Copeland 1992 to refs
A-head The Effectiveness of Workplace Counselling Models and Methods
The effect of workplace counselling is highly dependent on the methods and models employed by a company.  It first looks at the skills of counsellors today who are working with a diverse set of people in the workplace that have different needs. As a result, counsellors need to ensure they have the requisite knowledge and skills to provide effective workplace counselling.  For workplace models and methods to work counsellors should commit to facilitating positive transformation and understanding of their patients. An effective counsellor knows when to empathise but allows the client to feel and express themselves, thus facilitating a positive change.
In addition, workplace counsellors need to listen not only to what is being said, but how it is said, why it is being said, and what it means in the particular context. An effective counsellor needs to employ active listening skills and alertness to the non-verbal followed by probing questions for greater understanding of their clients. Furthermore, a counsellor must be accessible to clients within the workplace in order to show commitment and gain trust as each client is going to express themselves differently based on their cultural experience. Importantly also, a counsellor needs to recognise when the counsellor-client relationship is not a good fit. A good counsellor would be well advised to communicate this to the client, and offer to refer the client to another professional who may be better able to handle the case. Once a counsellor recognises that they are overstepping their boundaries they must immediately recuse themselves, as counsellors cannot and should not be all things to all clients. 
B-head Limitations of the models of counselling
 The behavioural approach has several limitations, among which are the following:
• It does not deal with the total person, but with explicit behaviour only. Critics contend that many behaviourists have taken the person out of personality.
• It is sometimes applied mechanically.
 • It is best demonstrated under controlled conditions that may be difficult to
   replicate in normal counselling situations.
• It ignores the client’s past history and unconscious forces. 
• It does not consider developmental stages.
• The approach programmes the client toward minimum or tolerable levels of behaving, reinforces conformity, stifles creativity, and ignores client needs for self-fulfillment, self- actualisation, and feelings of self-worth (Gladding 2014).

C-head The following limiting factors are a part of psychoanalysis:
• The classical psychoanalytic approach is time-consuming and expensive. A person who undergoes psychoanalysis is usually seen three to five times a week over a period of years (Bankart 1997; Nye 2000).	Comment by REF: ADD Bankart 1997; Nye 2000 to refs.
• This approach does not seem to lend itself to working with older clients or even a large variety of clients. “Patients benefiting most from analysis [are mainly] middle-aged men and women oppressed by a sense of futility and searching for meaning in life” (Bradley & Cox 2001: 35).	Comment by REF: Bradley & Cox 2001 to be added to refs.
• The approach has been claimed almost exclusively by psychiatry, despite Freud’s wishes (Vandenbos, Cummings, & Deleon 1992). Counsellors and psychologists without medical degrees have had a difficult time getting extensive training in psychoanalysis.	Comment by REF: ADD Vandenbos et al. to refs
• The approach is based on many concepts that are not easily communicated or understood          — the id, ego, and superego, for instance. Psychoanalytical terminology seems overly complicated.
• The approach is deterministic. For instance, Freud attributed certain limitations in women to be a result of gender — that is, of being female.
• The psychoanalytic model does not lend itself to the needs of most individuals who seek professional counselling. It is a model which has become associated with people who have major adjustment difficulties or want or need to explore the unconscious (Gladding 2014: 189).

C-head The CT approach has several limitations, among which are the following:
• CT is structured and requires clients to be active, which often means completing home- work assignments.
• CT is not an appropriate therapy for people seeking a more unstructured, insight-oriented approach that does not require their strong participation (Seligman & Reichenberg 2010).	Comment by REF: ADD Seligman... to refs
 • CT is primarily cognitive in nature and not usually the best approach for people who are
intellectually limited or who are unmotivated to change. 
• CT is demanding. Clinicians as well as clients must be active and innovative. The approach
is more complex than it would appear on the surface (Gladding 2014: 218).

C-head The limitations in Person-Centered therapy
 1. Therapist values and attitudes and not skills.	Comment by REF: NOT CLEAR. Please reformulate or add elements that may be missing
2. Limited understanding of client’s nonverbal indications
3. The therapy places too much emphasis on the therapist being empathetic, understanding, and helpful in the clients’ self-reflection process.
4. Some clients are not motivated by just caring and listening for any reform to begin with. (Bozarth & Brodley 1986)	Comment by REF: ADD Bozarth & Brodley 1986 to references
ConclusionSummary
Workplace counseling models and methods have shown significant effectiveness when they are paired with appropriate corrective strategies and executed by trained professionals. These models are specifically designed to address the myriad of challenges employees might face, from stress and burnout to inter-personal conflicts and other personal issues affecting their work performance. Implementing them can lead to a more harmonious work environment, improved employee mental well-being, and increased productivity.
However, it's important to recognize that, like all models, they are not without their limitations. No single approach can be universally applicable or effective for all situations and individuals. Various factors such as cultural differences, organizational structure, the nature of the job, and individual personality traits can influence the effectiveness of a particular counseling method or model. Additionally, some problems might be deeply rooted and require a more comprehensive or specialized intervention than what typical workplace counseling can offer.
Thus, while workplace counseling plays a crucial role in employee support, it's essential for organizations to be discerning in choosing the right models and methods, and to be aware of their boundaries and limitations. They must also be open to adapting or integrating multiple approaches to meet the unique needs of their workforce.Workplace counselling models and methods are very effective once the corrective measures are employed and trained counsellors carry out their duties. But in life we all know there are limits, and as such the models employed also have their limits. 
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Chapter 3
Employee Assistance  Programmes
Introduction
[bookmark: _heading=h.tyjcwt]Today more than ever, organisations that are operating in a competitive environment have transitioned from personnel management to strategic human resource management principles, recognising the Human Element as an important asset necessary to the achievement and maintenance of competitive advantage. This strategic focus has created an emphasis on the implementation of systems that ensure the well-being of employees within the workplace. The continuous and constant change of structures, practices and policies within organisations and the inherent impact these changes have had on employees while at work and home have underscored the need for Employee Assistance  Programmes (EAPs). 
According to the Employee Assistance Professionals Association (2011), an EAP is a set of professional services provided to employees “to improve and or maintain the productivity and healthy function of the workplace and to address a workplace’s particular business needs”. This initiative is implemented through the application of specialised knowledge and experience on human behaviours and mental health. The Association further states that EAP is designed to aid employees in addressing personal challenges including family, marriage, health concerns and other matters that may affect their productivity while at work. 
The Society of Human Resource Management (2017) asserts that in more recent times EAPs have mostly covered "a broad range of issues such as child or elder care, relationship advice, financial or legal problems, wellness matters, traumatic events like workplace violence or even restructuring or redundancies". It should be carefully noted that EAP services are not only made available to the employees, but also to the other individuals primarily affected by what the employee is experiencing. This includes service extended to the employee clients' spouse, children and those living in the same household as the employee and is normally accessed via phones, video conference, online chatting, face to face and email interactions. 
The scope of EAPs may vary from assessing employees and their families, and in the process covering a broad range of concerns, to appraising those factors that affect work performance, such as issues of mental or physical health, workload management or behavioural challenges at work. Given the continuously changing environment of organisations, EAPs likewise need to adapt their method of operating so that organisations are provided with a basis to choose whether to implement internal or external EAPs depending on the organisational culture and the needs of the workforce. Due to the complex nature of organisations, it cannot be unequivocally stated that one EAP model is better than the other, and it may therefore be necessary to employ a combination of both models in order to reap maximum benefits for the organisation and the employees. 
The internal EAP model may be further divided into in-house and member assistance  programmes. In-house models exist where the company employs the entire EAP staff and reports directly to the company manager or director. Member assistance programmes even though an unpopular choice, are created as a consequence of internal corporate EAPs and are primarily seen in union protected organisations. The utilisation of member assistance programmes does not necessarily help to improve employee throughput but rather helps employees solve personal problems. The overarching internal EAP model provides organisations with a sense of ownership as the EAP counsellors are familiar with the organisation’s culture, thereby allowing for better communication among all the stakeholders. On the other hand, the internal EAP model may raise questions about confidentiality, skill and capability of EAP staff and subjectivity of the EAP practitioner. Studies have indicated that organisations which employ the internal EAP model require control of the EAP process and employees are considered to be homogenous. These    organisations found primarily in the military  and intelligence services and the police force.
Conversely, external EAP models, are deemed to be easier to implement as they are ready-made, ready to use and provide organisations with the opportunity to distance themselves from the EAP process (Monfils 1995). Comparable to internal EAP models, there are multiple variations to the external EAP model, namely, full-service, therapeutic and hotline or Internet-based online counselling models. Full-service models afford employees the benefit of having a practitioner on call 24/7 and 365 days a year, providing a range of practical and clinical support. The therapeutic external EAP model grants short-term support, lasting approximately 3–8 sessions at a cost to the employer, provided by a professional clinician. Hotline or Internet-based online counselling allows employees to telephone or use instant messaging to engage in an EAP counselling session. The use of this external EAP model allows the client to have a virtual session until they are comfortable rather than a physical face to face interface from the start of the session. Notwithstanding the benefits of the internal EAP model, the external EAP model allows the company and client to be separated from the politics of corporate life and provides the client with privacy and security from curious onlookers. This model further allows objectivity from a professional practitioner and additionally provides the employee with professional and diverse support staff (Csiernik 1999).
Given the nuances of each organisation, the Employee Assistance Programme ideal for that organisation will need to be designed to ensure that the service is implemented in the workforce with due consideration given to factors such as workforce size, corporate client, mission of the firm, availability of resources, target employee group and the range of services to be provided. Once these criteria are adequately met, an effective EAP plan can be designed for the organisation, promoted to the employees and implemented.
[bookmark: _heading=h.3dy6vkm]
[bookmark: _heading=h.1t3h5sf]<a> Evolution of Employee Assistance Programmes

[bookmark: _heading=h.4d34og8]<b> International Perspective
Contrary to the character and scope of the Employee Assistance Programmes we know today, the roots of EAPs lie in the Occupational Alcoholism Programme (OAP) of the 1970s established in the United States of America. During much of the 19th century, there was a prevalence of on-the-job drinking at the expense of the employer, which covered practically all occupations. The practice of drinking at work became so commonplace that the term ‘elevenders’ was coined, which referred to a whiskey and brandy version of a coffee break, where employees could consume up to five alcoholic drinks before returning to work, and in instances where alcohol was provided by employers, the cost was deducted from the wages of the employees. 
When organisations began to accept that drinking on the job was developing into an issue, the need for OAPs surged. Early OAP efforts focused on training managers and supervisors to confront the issue of their employees drinking on the job and its subsequent effect on their performance. Initially, supervisors were no doubt uncomfortable addressing the issues of alcoholism in the workplace which resulted in lacklustre results of this  programme. Despite the underwhelming adaptation of OAPs, the implementation of these  programmes allowed some companies to save money due to increased employee productivity and the rehabilitation of skilled workers. It was at this time that organisations began to note that employee productivity may be affected by more than alcohol dependency and so the concept of EAP was born (Richard, Emener & Hutchinson 2009).  
With the changes in employee workplace counselling, specifically EAPs evolving from alcoholism and substance abuse centred support, these services began to now include other facets such as health, financial, family and other personal concerns. The features of these  programmes have also changed to attract more employee clients. A study conducted by the University of Maryland, Baltimore sought to answer four research questions which would analyse the evolution of the employee assistance programmes industry in North America, with a focus on the historical changes and what purchasers want today. The researchers noted that over the past 30 years, the EAP industry has seen notable changes in the variety of services being offered. Additionally, the introduction of technology into methods through which employees can access the programmes and the reduction of the stigma associated with mental health and addiction issues in general (Attridge 2018) have been important advances. 
According to research completed by the University of Pretoria, in some countries, EAPs and occupational social work  programmes are seen to be of the same discipline, due to their overlapping functions. Some countries that have a strong tradition of occupational social work are still reluctant to introduce an EAP, or due to their culture, do not accept EAPs. Examples of such countries are France, Germany, Greece, Israel, Italy, Spain, Switzerland, the Czech Republic, Korea, Norway, the Philippines, Portugal and Sweden.  Notwithstanding the cultural and political nuances that prevent these countries from benefiting from EAPs, in other countries such as in Belgium, Ireland, India, Denmark, Jamaica, Mexico, Taiwan and the Netherlands the concept is steadily growing and gaining momentum. 
Generally, EAPs that are established in some countries need to be adapted based on cultural relevance and socio-economic norms and values unique to the countries. Globally, countries have benefited significantly from the services offered by EAPs — and especially so regionally, for instance in the case of Puerto Rico, Bermuda, Jamaica, Trinidad and Tobago. The implementation of EAPs is therefore seen as a mechanism to overcome issues that impact individual and corporate success. Notably, some international and regional countries have adopted the programme due to the presence of U.S. companies in their home countries — an example of integration leading to change in accepted norms and values.

[bookmark: _heading=h.2s8eyo1]<a>  A Caribbean Perspective
In the Caribbean, the EAP concept has been growing steadily and gaining momentum particularly in Jamaica, St. Lucia, Barbados, Trinidad and Tobago, and other countries. Though in the Caribbean there have been negative connotations as it relates to counselling and the EAP traditionally, there has nonetheless been an increased understanding and acceptance of the value of Employee Assistance  Programmes over the last two decades which may have been driven by globalisation, rapid changes and the integration of international norms and values. Many of the principal EAP companies were formed in the Caribbean in the 1990s during the pivotal period of the evolution of the practice of human resource management. Around the mid 1980s to the early 1990s, the term human resource management evolved, creating a shift which saw employees now being considered as assets, and placing more emphasis on holistic management of employees as it sought to take account of their personal and professional lives. 
Jamaica was one of the first Caribbean countries to introduce a structured EAP through the Family Life Ministries organisation — established in 1982 as a non-denominational, Bible based institution to develop and provide a range of ministries related to all aspects of family life in urgent need of redress. This organisation has been the leading provider of professional counselling to thousands of Jamaicans from all walks of life over the years. 
Trinidad and Tobago adopted the trend and implemented a similar  programme in 1991, known as Families In Action (FIA), which provided EAP services to several companies throughout Trinidad and Tobago and in 2013 extended their services to support client companies with locations in Barbados, Curaçao, Guyana, Jamaica, St. Maarten, Suriname, the British Virgin Islands and the Eastern Caribbean Islands. Barbados followed suit to implement their EAP in the Barbados Public Service in 1998, and later on inspiring other islands to follow suit. 
There has also been increased awareness and interest for the EAP as highlighted in regional media. According to the St. Lucia News Online, the Employee Assistance Programme in the Department of the Public Service in St. Lucia has been featured in the Caribbean Leadership Project (CLP) magazine, Celebrating the Caribbean Leadership Project 2011-2018 as a "Bright Spot in the Caribbean". A Bright Spot is an establishment which has been identified by the Caribbean Leadership Project as an organisation which exemplifies excellence in leadership in the creation of innovative and client centred service. This specific EAP was established in 2016 as a work-based intervention  programme designed to enhance the professional attitude of government employees and to provide assistance, and did in fact provide six free counselling sessions on several issues. 
According to Families in Action, Caribbean companies of all sizes and sectors are embracing EAPs, realising that controlling costs and increasing productivity remains a top priority in today's global marketplace. Senior management has recognised the need to nurture their most valuable human resource by assisting employees with achieving and maintaining a healthy work-life balance through investment in an EAP . This has catapulted the evolution and utilisation of the EAP  in the Caribbean in the 20th and 21st century as there is an increased awareness of the benefits to the employees and employers that derive from addressing declining work performance, productivity and conflict resolution. 

[bookmark: _heading=h.17dp8vu]<a> Current Administration of Employee Assistance Programmes 
in the Workplace


In the 2005 Institute of Employment Studies research project, entitled Employee Assistance  Programmes, it was noted that Employee Assistance Programmes were provided as a result of three general factors. Initially, organisations were mandated to provide such  programmes by statutory obligation or common law duty of care to their employees. Additionally,  there was a strong motivation to provide support to staff and of wanting to be seen as a caring and nurturing organisation. Furthermore, it had been shown that implementing EAPs assisted companies in achieving improved productivity levels and positive financial outcomes. 
Organisations may offer EAPs through internal channels by training and developing supervisors and leaders to provide the necessary support to employees, or through external channels whereby companies were engaged to provide employees with the comprehensive support that the internal option may lack, such as confidentiality and independence of service (Newton, Hayday & Barkworth 2005). Furthermore, Human Resource professionals have also been tasked to provide counselling support based on the nature of their role – oftentimes without the proper development training and coping mechanisms to handle the wide range of employee issues. A unique aspect of EAP services is its dual focus, one part of which is on individual well-being and the other, on organisation wellness.  
Managers and supervisors are provided learning and development training in counselling, stress management and conflict resolution in order to manage everyday issues affecting their direct roles and staff. Training can be done in-house by training the trainer professionals or externally by EAP providers. HR professionals are also trained and offer some aspects of counselling to the organisation as well.  Additionally, the HR department will also have counselling services in-house provided by external counsellors – for example, psychologists who are on retainer for crisis management such as death, spousal conflict,  separations, and so on. A contractual agreement is made between the company and the counsellors to schedule individual one-hour sessions, group sessions and family counselling sessions which are paid for by the company, and a specific payment schedule will be prepared for each case.  The EAP service can be offered which will focus on individual well-being and will include family, marital, child, adolescent and grief counselling, resolving conflict and relational concerns, as well as overall organisational wellness.
In Jamaica, Family Life Ministries (FLM) offers third-party counselling services to private and public sector companies, community organisations and non-governmental institutions for their employees at no cost to them. Companies contract FLM to administer their services based on their guidelines regarding frequency and reason for visits.  A team of professionals with each member having at least a Master’s degree deals with a wide range of issues including stress, grief, aging, , family, child abuse, premarital, marital and other relationships, parenting, addiction, conflict and change. Family Life Ministries also has a 24-hour counselling hotline that is available for all employees who are covered by the contractual agreement of their company. 
Given the nature of counselling, the EAP has two aspects which offer employees advice on how to enter the programme. Most employees prefer to participate in the EAP by self-referral based on their circumstances. Increasingly, managers and supervisors have been recommending that employees participate in the EAP based on the employee's personal and work-related issues. However, in this regard, confidentiality is key to ensuring that employees are comfortable with participating without any possible repercussions. 
Other services that are covered under preventative elements of the EAP include psycho-educational programmes, involving stress management and conflict resolution training, as well as consultation, focusing on responses to traumatic events which may occur in an organisation – such as death, redundancies, and other issues that might affect a large group or the entire organisation. Furthermore, the EAP provider will also offer training for supervisors and managers in identifying and supporting employees whose work performance may be impaired by personal, socioeconomic or family problems.
An alternative to the third-party support option includes offering on-site counselling sessions for employees. Designated counsellors are hired by the company with scheduling done through the HR department confidentially. Each session is generally scheduled for one hour, normally at the start or the end of the employee's shift. Employees are normally entitled to 3–6 sessions with additional sessions if required unless, in extreme circumstances,  the employee may be required to schedule on their terms. This option makes it easier for employees to access the service; however, employees might be apprehensive about the level of confidentiality given the fact that the system is managed by the company. As such, companies that utilise this option have to ensure there are strong compliance measures to prevent confidential information breaches.
Locally and regionally, most large corporations, whether public or private sector, have an EAP solution that is implemented and administered –– whether internally or externally. As such, companies without an EAP are slowly becoming the exception and not the norm.
[bookmark: _heading=h.3rdcrjn]<A-head> EAP in the Private and Public Sector
Studies have shown that there is no defined framework for an Employee Assistance  Programme. Organisations are therefore allowed the freedom to design their own programmes depending on the varied human resource complexities, the organisational culture and mission (McCann et al. 2010). Behavioural studies show that approximately 30 percent of working-aged adults will suffer from psychiatric disorders such as anxiety, depression and alcohol abuse (Kessler et al. 2005). An annual survey conducted by the Society of Human Resource Management (SHRM) indicated that 73 percent of the employers in the US made provisions for EAP services in 2009 and in 2010 indicated a further increase of 75 percent of employers –– findings that cement the need for increased access to  programmes that address mental health and other issues at the workplace.	Comment by REF: ADD Kessler et al. 2005 to refs
The EAP benefits  programme implemented in organisations further depends on the strategic objectives of the organisation, cost, and the importance placed on aligning employee benefits to the achievement of these objectives. A study of 103 large employers was conducted to assess the impact of establishment size, type of organisation, industry and workplace substance regulation policies on the EAP features that those employers chose to provide their employees and their families. Analysis of the data collected from the study indicated that public sector organisations such as healthcare, social services, education or other government entities were approximately three times more likely to host worksite mental health/wellness presentations in comparison to private sector organisations (Sales, Hospitality, Food or Personal services) (McCann et al. 2010).
In Jamaica and other Caribbean countries, the public sector has its own Public Service Employee Assistance  Programme (PSEAP) that provides support for employees within the public sector –– which is a large percentage of the workforce with confidential counselling support. This EAP service is provided by a pool of trained counsellors, selected from within the Public Sector, as well as a pool of external resource persons. 
All Public Sector employees, regardless of their status, job title or responsibilities can access this  programme through four referral options, namely:
· Self Referral: If you recognise that you need help, you may call or visit one of the [recommended] sites.
· Supervisor-Assisted Referral: A supervisor may make a formal referral on your behalf.
· Union-Assisted Referral: Your union may make a formal referral on your behalf.
· Peer-Assisted Referral: Peers may make a formal referral on your behalf.
In the private sector, most EAPs tend to be administered using third parties –– such as Family Life Ministries in Jamaica and Families in Action in Trinidad and Tobago. Both private and public sector companies enter contractual agreements with the entities to provide individual and group sessional counsellings outlining their specifications and limitations with regard to accessing the service. Once the entity meets the requirements of  participating company, FLM offers the option of a 24-hour counselling hotline which is also available to all employees covered by the contract. As such, the EAP model has been easier for organisations to offer employees through company sponsorship –– thus eliminating the tedious task of facilitating the service internally. 
Research conducted by Gallup (2017) indicates that the world took a negative turn in 2017, with global levels of stress, worry, sadness and pain hitting new highs. Gallup's Negative Experience Index and its companion, the Positive Experience Index, measure life's intangibles such as feelings and emotions that traditional economic indicators such as GDP were never intended to capture. Each index provides a real-time snapshot of people's daily experiences, offering leaders insights into the health of their societies that they cannot gather from economic measures alone. This research reveals that the crisis of mental health is impacting employees globally, and both private and public sector companies should implement contingency plans such as the EAP to reduce the impact of stress related issues. 
Generally, the world is more stressed, worried, sad and in pain today. It is, however, the responsibility of managers and leaders to monitor the emotional temperature of all the people they lead (Ray 2018). The popularity of EAPs has had a positive impact on large corporations –– whether public or private sector –– and as noted earlier, many companies have implemented some level of EAP solutions that are administered either internally or externally. As such, companies without an EAP are slowly becoming the exception and not the norm. 	Comment by REF: This appears as Ray 2019 in References/ Please RESOLVE 
[bookmark: _heading=h.26in1rg]<a> Benefits of the Employee Assistance Programmes
Some organisations have been known to advise their employees to “leave their troubles” at the gate or door of their place of employment so that their productivity or professionalism at the workplace is not negatively impacted. What these organisations fail to understand is that the personal struggles that employees experience play an integral role in the levels of productivity displayed while at work. The personal and professional lives of employees are inextricably intertwined and, as such, the personal concerns that employees face should also be resolved before one can expect job performance to improve (Bowers et al. 1989). As organisations move towards a holistic approach to employee health and well-being, Employee Assistance  Programmes have contributed to employees’ ability to better cope with the painful issues in their personal life.
The increasing popularity of holistic human resource management practices will provide a greater benefit not only to the employees but to the employers as well through proper regulation of the factors which drive productivity in an organisation. Notwithstanding the evidence of research indicating the benefits of EAPs to organisations, there still is a school of thought that is not fully supportive of the purported effectiveness of the programmes and their increasing importance to the effectiveness of workplace counselling methods.

[bookmark: _heading=h.lnxbz9]<b> Benefits for the Employers
 Organisations, whether operating on the premise of profit or non-profit, are duty-bound to their stakeholders to maintain high productivity levels, therefore contributing to the overall profitability of the organisation. This productivity and profitability are not possible without the most important asset, the employees, who will be working to drive the company to success.  According to research conducted by Morneau Shepell (2010), organisations expect their Employee Assistance Programmes to accomplish two objectives: improved work performance; and cost savings. To achieve their bottom line, companies design strategic goals and objectives to which employees should be aligned to aid in the achievement of each milestone. The Human Resource Department, which functions as the primary method of direct communication with employees, is charged with ensuring that employees understand the vision and what is required of them to help the company to get there. For employees who are experiencing personal struggles relating to work or home, they are prone to fall short of the important markers that are created for them. When employees are encumbered by their struggles, it reduces their productivity as they are less motivated and creative at work, resulting in the rise of more absent days used in an attempt to cope with their internal struggles. 	Comment by REF: ADD work published by this entity to reference list
A study conducted by the Federal Occupational Health, the largest provider of occupational health services in the US Federal Government, observed five factors of employee work outcome namely, absenteeism, work presenteeism, employee engagement, life satisfaction, and work distress. The results from the 4,800 participant study were analysed from the initial Employee Assistance  Programme session to a follow-up, asking the same questions, 3 months after utilising the EAP services. Findings from this study highlighted that the implementation of this  programme yielded positive results across all measures. Most importantly the study indicated that the use of the EAP contributed to 69.2% reduction in absenteeism and 22.8% reduction in employee presenteeism. Increased absenteeism in an organisation affects the efficient operation of an organisation as others must fill in for the absent employee and on the contrary, presenteeism occurs when an employee is present at work, however, their mind has strayed from the current surroundings and not fully functioning due to illness or lack of focus.  Both aforementioned conditions are debilitating to the operations of an organisation, as absenteeism increases overtime costs or reduces productivity and efficiency and presenteeism creates an unsafe environment as employees are not functioning in the present moment. The deduction from both examples is undeniable proof of the value of offering professional support to employees who are facing personal challenges (Selvik et al. 2006). 
An EAP not only contributes to the overall improvement in factors that boost job performance but also contributes to the retention, support and development of employees. The engagement of Employee Assistance Programmes represents a powerful factor in retaining employees and ensuring their satisfaction while at work. The implementation of an effective EAP helps to foster a healthy balance between stressors and motivators, thereby contributing to a highly engaged and satisfied workforce, resulting in high productivity and efficiency.
It is evident from the literature that employees who are stressed, who practise alcohol abuse or are anxious about work contribute least to the productivity and efficiency of the firm, and take more unscheduled absences, arrive late to and from work or breaks and are less focused on their duties and responsibilities. The utilisation of Employee Assistance  Programmes provides employees with better ways to handle stress and everyday problems that occur in life. 

[bookmark: _heading=h.35nkun2]<b> Return on investment for EAPs
In today's global environment, the main aim of companies is to increase profits and maximise shareholder wealth by means of innovative and cost-saving strategies. One of the most important assets of any organisation is its human resources. As such, companies should ensure their employees are working at their optimum potential, productivity and efficiency levels. Employees' mental issues can become a potential hazard to the employee, to co-workers and employers as well. These issues may come in the form of depression, sickness, disability, stress, burnout, absenteeism, and presenteeism (Attridge et al. 2009). 
The origin of the employee’s problems can be either personal or work related. However, companies should attempt to reduce or eliminate these negative factors as they could pose a potential risk to the organisation and affect their business objectives. EAPs normally sponsored by the employer are intended to support the employees in resolving various personal and work-related issues. In spite of the benefits and unquestionable growth of EAPs, some companies are reluctant to invest in implementing the model because of the possible overhead cost of implementing such a venture and consideration of whether or not there will, in fact, be a return on investment. Research conducted into cost-benefit analysis of implemention of EAPs has been limited. However, many of these studies are unable to confirm the correlation between productivity and performance based on other external and internal factors which may also affect changes. It can be argued that the return on investment might be near-ubiquity for both company and employees. 	Comment by Consult: NOT SURE THE GENERAL  READER WOULD BE AU FAIT WITH THIS REFERENCE
In research conducted among US companies, Taute and Manzini (2014) confirm that nearly all respondents (99 per cent) saw a benefit in utilising the EAP rewards to the employer and employee. Some of the benefits observed by management included improved cooperation, communication, improved employee morale, improved job performance, reduced interpersonal conflict among staff, lower absenteeism, and overall higher levels of staff engagement. These benefits will have a trickle-down effect which will impact productivity levels and which therefore increase profitability. 
Merrick et al. (2007) agree that the evaluation and comparison of EAP services have been made more difficult by the lack of common performance measures. Performance measures can be used for quality improvement, accountability, and performance-based contracting and can be incorporated into research to yield more comparable evaluations. By standardising and implementing common performance measures in the EAP field, it will benefit all stakeholders including the company, the administrators and providers, and ultimately the service users. 
[bookmark: _heading=h.1ksv4uv][bookmark: _heading=h.44sinio]<b> Benefits for employees 
As human beings, employees experience external and internal angst which may be deeply rooted in financial concerns, marriage, family, or internal dilemmas resulting from problems with job performance, bullying and harassment. While it would be ideal for employees to leave those issues at the door before entering work, it is not humanly possible to separate the two and results in the challenges permeating the working environment of the individual. If employees are working in an environment where these issues persist and no avenue for resolution is provided, there will inevitably be a loss of focus on the task at hand resulting in serious blunders that may be detrimental to the safety of all employees while at work. The World Health Organisation's May 2019 Information Sheet asserts that a healthy work environment is a key contributor to good mental health. It adds, however, that a negative working environment can create physical and mental health problems for employees.
Employee Assistance Programmes are proven to be a valid tool in organisational development change management processes through the provision of necessary coping mechanisms for tackling stressful situations and improving the overall wellness of employees and their families. According to Cummings & Worley (2015), stress can result from the interactions between people and their environment. As such, organisational development interventions like EAPs aid in the reduction of negative stress by modifying the organisational conditions causing stress and those directed at helping people to cope better with stress. 
According to the Public Services Employee Assistance Programme provided by Jamaica's Ministry of Finance and the Public Services, upon adoption of an Employee Assistance Programme, employees should expect to experience "enhanced personal problem solving skills, identification and resolution of personal and health-related problems, reduction in stress, higher level of confidence and self esteem and greater control over their lives and the challenges they face”. Employee Assistance  Programmes provide employees with a confidential avenue to disclose their concerns and in return receive professional support to guide them on how best to resolve their concerns. The U.S. Department of Labour confirms that at any given time 20 percent of employees are struggling with personal problems that will negatively affect their productivity.
It is estimated that approximately 264 million people suffer from depression, which is one of the leading causes of disability with people also suffering from anxiety. In an attempt to deal with the negative working environment, employees may make the wrong decision to rely on the use of harmful substances as a coping mechanism for the issues they are facing. Research has shown that the use of EAPs can contribute to the early detection of mental illness and an effective programme can increase the employee's ability to properly handle the situation to ensure complete resolution of the issue they are facing. As a result of this burden being lifted, the employee's morale, confidence and self-esteem improve resulting in better productivity and innovation at work. A study on the impact of Employee Assistance Programmes on depression and suicidal thoughts in male Japanese workers (Nakao et al. 2007), revealed that over 2 years, in comparison to their mental health before their access to the programme, these workers had very high scores on the Hamilton Depression Scale. However, after their access to professional support, the same group of workers reported having fewer suicidal thoughts or none at all. While the studies on the impact of EAPs on addressing mental health challenges is limited, this study showed that preliminary evidence has established that an effective and carefully designed Employee Assistance Programme is capable of identifying signs of suicide and reducing the likelihood of such action being carried out.
The purpose of an EAP system is to provide suitable professional counselling support for employees whose personal issues have been affecting their work performance as well as their overall mental and physical health. To continue to provide a source of refuge for the struggling employees, EAP practitioners should focus on the benefits of the  programme as a human resource intervention to enable employees to operate at their best both in their personal and professional life. EAPs can assist managers and supervisors in understanding troubled employees and can act as a preventative measure for misunderstandings in the workplace as well as reduce disciplinary processes. This will create an environment that fosters healthy communication amongst the different levels of staff, as changes made at the individual level have a positive impact on the group, department and the organisation as a whole.  Conversely, a problem left to fester or a troubled employee left without support can cause a ripple effect that permeates throughout the entire organisation negatively. 
[bookmark: _heading=h.2jxsxqh]According to a 2019 Gleaner article, new research suggests that people suffering from anxiety and depression may be at higher risk for developing other major health conditions, like heart disease. The researchers found that compared to those without anxiety and depression, participants suffering from those conditions were at 65 percent increased risk of a heart condition, 64 per cent for stroke, and 50 percent for high blood pressure. The risk was especially high for arthritis at 87 percent. The direct costs of mental health illness can be expensive; however, there are other indirect costs such as uncontrollable spending habits, increased accidents and job-loss due to poor performance which can further escalate the emotional distress. As such, employees who recognise their mental struggles and seek help through the EAP can enjoy life, maintain a healthy work-life balance as well as reduce their likelihood of developing controllable and preventative diseases. 	Comment by REF: Provide additional reference data / ADD to refs
[bookmark: _heading=h.z337ya]<a> Effectiveness of EAP in the Caribbean Workplace
Similar to our international counterparts, organisations in the Caribbean face major issues with loss of productivity and the associated costs generated from excessive absenteeism at the workforce. A productivity survey conducted by the Productivity Council of Barbados (2014) revealed that the manufacturing, construction and financial industries have all felt the negative impact of absenteeism and punctuality on their overall productivity. The survey results indicated that there was a contraction in the productivity rates of 28.7% for the construction, 6.4% for wholesale and 5.0% in retail trade industries. An analysis of the survey results pointed to increased unscheduled absences and punctuality as major contributing factors to negative productivity in those industries (The Productivity Council 2014).	
 	The benefits and effectiveness of Employee Assistance  Programmes in the workplace can be divided into two categories: tangible and intangible. The tangible benefits are measured by the cost savings and increased revenue associated with the implementation of the programme, which will in turn create increased customer satisfaction. Intangible benefits, in comparison to the tangible benefits, are difficult to measure as they result in increased employee engagement, employee morale, self-esteem and confidence (Feit & Holosko 2012). 
Studies, however, have placed a greater focus on the tangible benefits of the EAP model and its effectiveness on factors such as absenteeism, work performance and savings in health insurance cost reduction.  An example of the effectiveness of EAPs in the Caribbean workplace can be found with the Massy Group headquartered in Trinidad and Tobago. Massy, a major regional conglomerate with over 11,000 employees and with operations in over 10 countries, embodies five core values, namely, honesty and integrity, growth and continuous improvement, love and care, collaboration and responsibility. 
Massy is of the firm belief that love and care drive wellness, and to further ensure that their employees are operating in an optimal environment, a wellness vision was created which strives to create and engage a health workforce and decrease health insurance claims. Over the period 2012–2013 the company experienced high usage in their Employee Assistance  programmes. The company had previously expressed great concern about the ability of their employees to cope with their struggles. Through the increased use of EAPs coupled with the firm's comprehensive wellness policy, Massy experienced greater awareness of wellness which reduced the levels of absenteeism –– resulting in higher levels of productivity as there was less time spent on managing personal challenges (McMillan 2015).
 The researchers noted that while it was difficult to distinguish the effects of EAP counselling  programmes on the workforce, several factors were provided which would impact the effectiveness of the assistance  programmes. These  programmes proved to be most successful when the specific outcomes were outlined and there were wide-ranging and comprehensive interactions. It was further observed that the voluntary offerings of Employee Assistance Programmes contributed to a reduction in absenteeism due to sickness (Bajorek 2016). Yvonne Foster, counselling psychologist and an administrator of Family Life Ministries Employee Assistance  Programmes, noted that at times employees lose the opportunity to take advantage of these services due to poor timing, as they have already been terminated from the company. EAPs not only provide employees and their families with emotional support –– addressing reduction in absenteeism and dealing with setbacks –– but also offers families advice on how to direct their lives after they have lost their jobs (Collinder n.d.). 
Whilst EAPs were initially set up as a service to support employees and managers when a problem exists, recent developments in EAP methods are more concerned with the daily facets of employees' lives before they become problems. As organisations seek to operate in a competitive environment, the term restructuring, with connotations of ultimate redundancy, is a constant echo in the minds of the employees, instilling fear, worry and general discomfort amongst the workforce. To prepare employees for what is to happen when a company is restructuring, research shows that EAPs are more effective in the workplace if the services are provided before employees are terminated. This approach helps employees to express vulnerabilities that would normally be internalised, and come to terms with the state of affairs by understanding the reason for the change, thereby better preparing themselves for what is to come (McCann et al. 2010). 

<a> Future of EAP in the Workplace
With the continuous changes occurring in organisations regionally and internationally, corresponding employee assistance programmes must adapt to the changing course. In its campaign for "Good Work", The Work Foundation (2017) claims that organisations have missed a very important opportunity for employers to integrate Employee Assistance Programmes into the operational structure to generate a wider culture of well-being, coaching, and job performance improvement. The pervasiveness of technology will undoubtedly impact the future modes of application of EAP in the workplace, creating opportunities for flexibility and a wider range of services virtually and physically (Mulchinock 2017).	Comment by Consult: ADD TO REFS.
The implementation technology will contribute greatly to the modification of how the newer generation of employees will connect with EAP practitioners, gradually transitioning from the use of traditional face to face sessions to accessing services via smartphones and other electronic devices. The EAP field will be advanced through the use of predictive analytics, analysing various sources of information such as client reports, independent evaluations and workplace sources to assess the measures of EAP effectiveness. The collection of this information will result in the creation of a database of information which internal and external EAP practitioners can rely on to aid the execution of their services.
To remain aligned with the evolution of EAPs, employee assistance professionals who deliver their services via technology are required to employ their knowledge of technology to not only deliver the information to their clients but also to maintain the integrity and confidentiality of client information using a variety of technological practices such as firewalls, encryption and the appropriate virus protection software. It is essential that the EAP model is positioned as being part of the wider and holistic well-being culture and strategy for employers to recognise its true and economical benefit (London, Nagel & Anthony 2011). Bon Secours Richmond Employee Assistance Programme started as a small internal EAP that transitioned from using traditional EAP services to a population health strategy that focused on improving the whole person well-being. 
The global environment is driven by the use of technology and data analytics. As such, to remain relevant and measure performance and cost-benefit, the EAP system would require an effective and adaptable framework of standardised instruments when measuring clinical outcomes and productivity. By adopting standardised performance measures and framework, companies will be better able to administer the system based on global standards as well as identify both tangible and intangible benefits. In ensuring organisations can attain a return on their investments, with a structured process, EAP providers will be able to align costing in contrast to performance and outcomes.
Coupled with the technological advancements expected in the provision of EAP services to employees, the addition of benefits such as Mental Days, Work Leaves and additional time off allows employees the opportunity to take time off from work to re-energise and recuperate for work. Another key work leave intervention offered by Fortune 100 Best Companies to Work For is paid sabbaticals and extended leave of absence, typically received after a specified tenure of service. Sabbaticals are a way of avoiding burnout and renewing employee creativity and commitment.
Research has shown that in the United States, employees work more hours and take less time off than in most other developed countries. To create a sustainable work-life balance, employees are now being encouraged to utilise their vacation leave entitlement to reduce the occurrence or likelihood of unscheduled absences due to employee dissatisfaction, negative stress and work-related illnesses. 
The future and sustainability for the EAP would require an increase globally in utilisation to rationalise the need for counselling services provided. As such, corporations will have to deploy a robust marketing strategy to reduce the stigma associated with utilising counselling services. This can be achieved through sharing positive testimonials of employees that have used the service in a confidential, unidentifiable way to protect the identity of the worker and or the company. A key strategy in dealing with stigma is through policy provisions that protect staff and discourage discrimination. 
Based on several research studies, current and future generations are expected to utilise the EAP and as such will require the support of innovative services, which can be delivered by integrating and providing more technologically savvy solutions such as easy access to the EAP through mobile devices, self-directed helping applications as well as gaming applications which will provide an atmosphere for employees to have fun while developing coping mechanisms. Some tech-advanced solutions have already been implemented in the UK, USA and Canada which can later be implemented regionally and locally with increased utilisation and supporting systems. 
[bookmark: _heading=h.3j2qqm3]A notably technology enabled tool, Beating the Blues, has been implemented in the UK and has been received with much success. This Computerised  Cognitive Behavioural Therapy (CCBT) tool has been proven to help people suffering from mild and moderate depression and anxiety to get better and stay better. It is derived from and is based on Cognitive Behavioural Therapy (CBT) which is a form of psychotherapy. This programme was jointly designed and developed by Dr Judy Proudfoot and her team at the Institute of Psychiatry, Kings College, London. It has been recognised and recommended for use in the NHS by the National Institute for Health and Clinical Excellence (NICE) in England. The programme is computer cloud-based and according to the company, brings all the benefits of CBT directly to your patients by the use of computer and multimedia technology, which means that you can access the treatment anywhere in the world. 
[bookmark: _heading=h.1y810tw]<a> Conclusion
In the evolving global work environment, there is great interest and essential need for Employee Assistance Programmes as a way of addressing personal and work-related issues that affect employees negatively. Such problems can pose challenges for both the individual and the employer alike. EAPs can be positioned to provide unbiased preventive services and screening, early identification, short-term counselling, referral to specialty treatment, and other behavioural health interventions. 
As EAPs continue to evolve, a well defined framework and evaluative design are crucial to understanding and capitalising on their potential for addressing employee issues through workplace programmes. By standardising and implementing common performance measures in the EAP field, benefits will redound to all stakeholders including the company, administrators, providers and ultimately the service users. 
By administering the EAP system, employees will be advised and encouraged to sustain a healthy work-life balance, reduce stress and manage work-related illnesses. The benefits achieved from a successfully implemented and utilised EAP system can assist organisations in achieving high levels of productivity and profitability by supporting a company's most valuable resources: its human resources. Locally and regionally, most large corporations –– whether in the public or private sector –– have an EAP solution that is implemented and administered either internally or externally. As such, companies without an EAP are slowly becoming an anachronism, and can survive and thrive only with employee support programmes.
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[bookmark: _Toc15415249]Chapter 4
Workplace Counselling and Mental Health

<a> Introduction
Mental health includes our emotional, psychological, and social well-being; it also helps determine how we handle stress, relate to others, and make choices. Mental health is an important aspect of an individual’s daily life; it is therefore mandatory for emphasis to be placed on maintaining a balanced mental health.  Failure to establish positive mental health among employees could lead to dire circumstances within an organisation as it is an issue that needs to be given priority at the workplace. Regardless of the size of the company, tackling mental illness head-on is as necessary as any other issues arising among the employees. Mental illness can cause employees to feel isolated, neglected and even worthless. Currently among employed adults, anxiety, depression, and substance abuse are the most common mental health problems. Disclosing mental health issues cannot be perceived as one of the easiest things for employees; therefore, it is essential that open and honest communication is facilitated by managers and supervisors. It is the responsibility of the employer to create policies and programmes that promote mental health as well as implement support systems that treat with those employees who require professional help to cope with issues in the workplace that can take a toll on mental health. Having good mental health means having a state of well-being in which individuals realise their own potential, can cope with the normal stresses of life, can work productively and fruitfully, and are able to make a contribution to their community (World Health Organisation 2019).
Until employers start treating mental illness like a normal illness, where the search for treatment becomes as important as the search for treatments for physical illnesses, full congruity between the illness and methods of treatment — be it in or out of the workplace — will not be realised. Companies need to move to a situation where mental health therapies are talked about in everyday conversations, similar to the way in which we talk about exercise and diet as ways of keeping physically healthy. The employer needs to make a concerted effort to seek continuous treatments that support employees and help them return to their normal self and realise their full potential. Logic would have it that if employers pay more attention to providing treatments that improve the quality of life for the employees – especially in periods of high stress – they can expect a healthier, more productive organisation.
Counselling is one avenue through which employers can assist and support persons suffering from mental illness. It provides the counsellor the opportunity to explore the employee’s thoughts and feelings as a relationship of trust and openness is developed. Different counselling approaches can help employees identify and understand their behaviour and the stimuli that trigger those behaviours.  
Workplace counselling is an employee support intervention programme that provides an independent, specialist resource for people working across all sectors and in all working environments. These sessions are designed to provide employees access to a free, confidential, counselling service that can potentially be viewed as part of an employer’s duty to care for the employee. The process is about providing a sounding board for the employees; giving them a safe place to talk about troubling issues and helping them find their own solutions to problems or develop better ways of managing workplace issues. Workplace counselling should never be about giving advice, but should be designed to provide a non-judgmental, empathetic and accessible means that allows an employee to find a way forward (Hughes 2015).
While it may be pertinent to expect individuals to separate their personal issues from their work-life to some degree, it is impossible to separate mental health issues. It is important, therefore, that management encourage and support a balance between work and personal life for their employees. Having a healthy work-life balance is crucial for good mental and physical health, and can help stave off stress and burnout. Employers wishing to maintain a mentally healthy workplace must recognise the importance of providing tailored support programmes to employees, targetted at improving not only staff retention rates and the mental well-being of their employees but, ultimately, the productivity of the organisation (Sammi 2018).
[bookmark: _Toc15415250]
<a> Mental Health Issues in the Workplace
There is a consensus among many writers that the treatment of mental health in the workplace is not aligned with the treatment of physical ailments in terms of level of urgency and importance. In fact, people find it more difficult to take a day from work to deal with mental health concerns, because the perception is that once it cannot be seen, it does not exist. However, mental health is an important public health issue affecting persons regardless of gender, ethnicity, race, socio-economic background, and has been quite topical in the workplace.  According to Naber (2007) many of us spend most of our days at work, noting that the average person will spend approximately 90,000 hours at work over their lifetime.  While having a job can determine the quality of an individual’s life, equal importance must be placed on the work environment and how mental health issues may arise as a result of the working conditions. Additional importance should also be placed on the relationships that are encountered within the work place, as well as difficulties balancing work and other responsibilities.    
Contemporary life for most people is highly defined by their professional life, providing financial security, personal identity, and an opportunity to make a meaningful contribution to not only their organisation but to their community life as well.  As such, there is the growing awareness of the role of work in promoting mental wellness and hindering mental illness. Although this claim has not been unequivocally proven because of the difficulty in quantifying the impact of work alone on personal identity, self-esteem and social recognition, most mental health professionals agree that the workplace environment can have a significant impact on the employee’s mental well-being.  Several factors at a workplace can contribute to mental health issues. These include organisation culture, bad management practices, job content and demands, physical work environment, relationships at work, change management, lack of support, job insecurity, harassment and discrimination, lack of autonomy (Harnois & Gabriel 2000).
The workplace provides an ideal setting for public health-informed initiatives that promote mental health and prevent illnesses. For businesses, improvement of employee mental health through counselling as well as other activities can save substantial resources by decreasing absenteeism, increasing productivity, and encouraging retention while decreasing health care costs. In order to attain mental health and well-being at the workplace employers should follow best and effective practices. One mandate of all employers should be to create a centralised, evidence-based  programme and/or machinery that addresses mental health needs, that essentially contributes to policy development and practices that connect academic, government, business, and health professional institutions. There is the predominant need for integrated policy approaches to support better mental health promotion in the workplace. This entails providing key players with clear guidelines on their responsibilities, tools and training opportunities for identifying and addressing mental health issues in a timely fashion.  
Employees are more productive, and remain motivated when they perceive their work environment is conducive to their health and well-being.  Federick Herzberg (1976), a noted theorist in the area of workplace motivation, produced a list of factors that contribute to satisfaction at work (motivation factors), and another separate list of factors that contribute to dissatisfaction (hygiene factors), known as the Two Factor theory or the Motivation-Hygiene Theory.  According to the theory, employers are more satisfied in an environment where there is achievement, recognition, responsibility, advancement, growth, and the work itself is satisfying.  On the other hand, employees may become dissatisfied by company policies, type of supervision, relationship with supervisors and peers, work conditions, salary, status and security.  Other studies point out that other factors, such as creativity and how changes are made within an organisation, contribute to motivation and overall well-being. The World Health Organisation identifies ideal employment as one such factor, where the pressures on employees are appropriate in relation to their abilities and resources, and where an appropriate amount of autonomy given to employees and the necessary support from those in authority is in place (World Health Organisation 2019).  One can therefore surmise that if the motivation needs of employees are met, and there is an organisational structure and culture that takes into consideration those things that are likely to cause dissatisfaction among employees, then overall health and well-being will be experienced by all categories of workers. The onus is on employers to provide a work environment that fosters support from both employees and supervisors to constantly assess and modify the skills and job demands, in an effort to reduce stress, burnout and anxiety (Melnyk et al. 2018).  	Comment by Consult: CONFLICTS WITH DATE IN REFS. POSSIBLE THIS HERZBERG 1976 IS ANOTHER PUBLICATION? 
	Mental health issues within the workplace seldom differ from those that exist in other settings.  However, the workplace is an important context within which mental health issues must be explored as the ability to work productively is a key indicator of emotional well-being.  In fact, Chopra (2009) noted that Common Mental Disorders are often associated with reduced workplace productivity, as experiences and conditions within the workplace can either trigger mental distress or heighten and/or prolong mental disability or psychiatric morbidity.  It is important, then, that organisations become aware of the signs and symptoms of such mental deterioration so that swift and effective action can be taken.  Some visible signs of mental distress in the workplace may be momentary distractions, spontaneous outbursts, neglecting responsibilities, judgement errors, and withdrawal from co-workers.  These signs and symptoms may be indications of burnout and/or more serious mental disorders such as depression, anxiety or other clinical disorders.  Some mental health issues experienced in the workplace are in need of competent professional counselling and therapy. 
	Burnout should not be taken lightly, as it is identified in both the International Classification of Diseases ICD-10 and the Diagnostic and Statistical Manual of Mental Disorders DSM-IV as a medical condition. Burnout may be labelled as work-related neurasthenia which is described in the ICD-10 as having symptoms such as persistent exhaustion after minor mental effort, bodily weakness after minimal physical effort; muscular aches and pain, dizziness, tension headaches, sleep disturbance, inability to relax, or irritability.  As a mental adjustment disorder, the DSM identifies physical complaints, social withdrawal, work or academic inhibition as symptoms of burnout.  These perspectives have contributed to one of the most prominent definitions used to characterise burnout, namely “as a syndrome of emotional exhaustion, depersonalisation, and reduced personal accomplishment that can occur among individuals who work with people in some capacity” (Maslach, Jackson & Leiter 1996: 4 as cited in Korunka et al. 2010). Korunka et al. (2010) further define it as the diminished energy and capacity of an employee when the work environment does not provide the necessary resources.  It is important to note that this does not occur overnight, but there is little consensus on the stages. However, according to  Burisch (2006) burnout may be experienced in 4 stages: Stage 1- High workload, high level of job stress, high job expectations ; Stage 2- Physical / Emotional exhaustion which may include sleep disturbances, susceptibility to headaches and other physical pain; Stage 3-  Depersonalisation / Cynicism / Indifference where the individual may experience apathy, depression, boredom and withdrawal from work; Stage 4- Despair / Helplessness / Aversion where feelings of insufficiency and guilt are experienced.	Comment by Consult: ADD TO REFS
The reality is that as human beings, our mental health may fluctuate depending on our activities and experiences. In Jamaica, statistics related to mental illness are not readily available, but most noted in the literature is the prevalence of schizophrenia and depression.   In fact, depression in Jamaica aligns with global trends where 25.6% of females and 14.8% males suffer from depression (Mental Health and Youth in Jamaica 2017). Dr Wright in a television interview stated: “10-15% of individuals will have a depression at some point in their lives and in Jamaica it goes up to 20-30%”.  He mentioned that, “anxiety and depression lead to substance abuse, which is becoming a growing concern in many organisations in Jamaica” (Wright 2018).  Models such as the diathesis stress model point to the impact of the environment in triggering certain mental states, and it is on this basis that more attention must be given to mental health in the workplace. According to Beck’s cognitive diathesis stress model (1967):	Comment by Consult: ADD BECK 1967 TO REFS
<extr>
depressive self-schemas develop in early childhood in response to adverse experiences and remain dormant until they are triggered by a later stressful life event. From this diathesis-stress perspective, the self-schema influences how individuals interpret and experience stressful events (Seeds & Dozois 2010: 1308).
<text>
 	Therefore, it is safe to say that some individuals are vulnerable to certain mental illnesses, and as such a safe and healthy environment is needed so that these adverse psychological responses do not manifest in the workplace.
Another source of workplace stress, anxiety or burnout is the use of punitive performance appraisals from supervisors and managers, who may also micro-manage in order to maintain and enhance productivity. This type of environment breeds a sense of contempt among employees, which may result in reduced worker productivity.  Additionally, there may be a lack of cooperation, increased mistrust of management, and increased competition among employees. These conditions can potentially heighten work-related stress (Kendall et al. 2000, as cited in Tavakoli et al. 2016).  
Under-utilisation of skills is another significant problem that accounts for work-related stress. If employees possess skills that are not sufficiently utilised because of a lack of challenging activities at the workplace, they will gradually develop a feeling of insignificance. However, under-utilisation can also result from a lack of opportunity for the workers to undertake training to acquire new skills or develop current ones. This can have a detrimental impact on the mental health and well-being of the employee. There is evidence to support the view that under-utilisation of skills in the workplace may indicate that there is a mismatch in the individual’s qualifications and skills on the one hand and the job requirements on the other –– in all likelihood translating into lower wages and reduced job satisfaction (Mavromaras, Sloane & Wei 2015).  In other cases, skill under-utilisation leads to under-stimulation, boredom and lack of engagement in the workplace. According to Schaufel and Salanova (2014) boredom “conceived as a state of low arousal and dissatisfaction due to an unchallenging work situation, is investigated in relation to monotonous and repetitive work” (p. 298). The literature points to the fact the best state of mental health in the workplace is achieved when individuals are engaged. It is on this basis that a taxonomy of work-related well-being was created to reflect mental health issues such as boredom, burnout and engagement. The model makes the assumption that all human emotions may be represented in a circle “defined by two orthogonal dimensions that run from pleasure to displeasure and from activation to deactivation” (see Figure 1).  Therefore each emotion is a combination of pleasure and activation, which are critical components of employees’ well-being.  So, if semployees experience mainly negative emotions they are more likely to experience boredom and/or burnout; and if employees experiencs mainly positive emotions they may feel more satisfied or engaged. In addition, “workaholic” employees who experience mainly positive emotions may feel satisfied or engaged.
[image: ]
Figure 1: A taxonomy of work-related well-being 
(adapted from Rusell 1980, as cited in Schaufel & Salanova 2014) 


Change management is crucial to workplace mental health. These organisational changes and the changing nature of work have been found to be potentially detrimental to the workers’ well-being. It is essential that employers create working environments that promote and encourage the input of employees in not only the implementation stage but equally importantly in the formulation of these activities (Kuipers et al. 2014). While change can be helpful, the full support of the staff complement is needed to make it a complete success.  Employees may express psychological distress if they did not anticipate the change, and may feel inadequate to deal with the change.
Mental health issues may even arise within organisations that make a concerted effort to cater to the needs of its workers.  This may be explained by issues such as stigma and bullying upon acknowledgement of a mental distress. Also, there may be issues of an interpersonal and intrapersonal nature. For instance, in Andrew Goldsmith's Theory: Type A and Type B Personality, Type A personality types are usually competitive and subject to tremendous amounts of stress (Tirado 2012).  While an organisation that keeps you on your toes may be ideal for this type of person, their interactions with others, especially if they are in supervisory roles, may have implications for his/her subordinates’ well-being.
[bookmark: _Toc15415251]<a> The Importance of Mental Health Counselling for Employees 
In most developed countries, mental health issues are the leading cause of sickness absenteeism, and long-term incapacity (Joyce et al. 2016).  Mental health services and support within the workplace is crucial to productivity, as a vast number of the workforce may find it difficult to finance counselling services.  Many health care plans do not provide benefits that cover mental health services.  This lack of resource results in employees having to deal with stressful personal and professional situations such as depression, emotional issues, as well as interpersonal dysfunctions all on their own. It can be reassuring to know that whenever you are faced with troubling issues you have a knowledgeable and caring person to talk to. This can make all the difference to individuals who are in a perceived mental crisis, whether it is personal or professional. Employees may or may not be comfortable discussing their mental health challenges with a manager, or even members of their own family as there are usually issues relating to confidentiality.  In light of this, it is imperative that employers equip the workplace with at least one mental health professional who is trained in intervention coaching and has established open office hours for discussing the employees’ personal matters in a private setting. 
Counselling in the workplace should be designed to help the employees to better understand themselves, establish and improve coping skills and develop effective solutions to problems by learning to look at issues with a more positive outlook and different perspectives. The challenge of creating more mentally healthy workplaces should not be downplayed as this is not equivalent to the establishing of a fitness centre. An employee’s personality and the stressors they are experiencing outside of work may alter the way they perceive potential stressors in the workplace and make them more vulnerable to mental illness (Riba, Parikh & Greden 2019).  
Counselling in the workplace can help reduce symptoms of anxiety and depression, and ultimately improve mental health.  It provides an effective method of understanding the pressure caused by occupational stress and offers a supportive and judgement-free solution and reprieve. Counselling in the workplace should be geared towards helping employees to identify issues, difficulties and problems caused by thoughts, feelings and emotions and encourage them to respond and make progress towards resolution. If left unaddressed mental health issues will continue to impact on not just the efficiency, effectiveness and productivity of employees, but may also result in illness, depression and a decrease in job satisfaction. 
Within the workplace, counselling services can play an impactful role in supporting a healthy work environment. In cases where small and medium-sized organisations may find it difficult to engage the services of a professional counsellor, it may be wise to facilitate personal development and mental health seminars to help employees help themselves, and when possible, provide incentives for employees to have access to specialists who deal with mental health issues. It makes good business sense to offer mental health employee benefits to the workforce, as early intervention is undoubtedly the key to reducing the costs and incidents resulting from serious mental illnesses in employees. This is a clear benefit for both employers and employees.  With workplace counselling employees are equipped to better manage both the personal and professional challenges that may be impacting their performance. Through better performance, employers can enjoy productivity gains, while knowing that they are helping to improve the well-being of their employees (Benefits of Workplace Counselling 2017).
Employees with mental health issues are constantly stigmatised at the workplace because persons are not educated about how to treat with such issues and individuals. In light of this, employees will either choose to downplay their issues, or conceal them and suffer alone. The cost of this silence not only impacts the family and friends of these employees, but also takes its toll on the company’s bottom line. In fact, the costs of the employees’ mental health issues are not only borne by the healthcare benefit system but also by the employer through the fallout from absenteeism and dormancy. 
As humans we are all susceptible to both physical and mental stressors.  However, each individual has a different level of stress tolerance, which means we all have a point at which we are susceptible to a breakdown. Not having access to mental health benefits can cause victims to resort to unhealthy ways of dealing with their issues, such as masking symptoms and acting out in unacceptable ways in the form of substance abuse which often leads to addictions. Mental illness left unattended can lead to a whole host of other workplace-related risks and disasters, such as increased accidents, workers’ compensation claims, disability, workplace violence, and even claims of harassment and discrimination. These behaviours further lead to low employee morale and legal risks to the company when an employee finally comes to the end of their coping skills. Like any other illness, early intervention should provide the best possible outcome for those who are experiencing any kind of mental illness. Mental health counselling has been found to produce a small but positive impact on work-related outcomes such as job commitment, work functioning and job satisfaction (McLeod & Mc Leod 2001, as cited in Joyce et al. 2016). Additionally, McLeod (2010) found that counselling was useful in reducing psychological problems among employees which impacted sickness absence and work attitudes.  	Comment by Consult: AUTHOR TO CHECK/APPROVE THIS CORRECTION. ALSO, CAN IT STAND AS AN ENTRY ON ITS OWN? –McLeod & McLeod 2001 listed independently in REFS
It is important to note however that counselling is just one of the many mental health intervention strategies that can be employed in the workplace.  Joyce et al. (2016) highlighted that many organisations are engaged in mental health prevention strategies that may be classified as primary, secondary and tertiary.  Primary prevention interventions are those that aim to reduce the onset of a condition and serve to reduce the impact of related risk factors as well.  These may include increasing employee control, physical activity and workplace health promotion. Secondary prevention interventions aim to identify early symptoms and risk factors among workers with the aim of reducing the progression to a disease state.  This would include screening, counselling, stress management programmes and post-trauma debriefing. Tertiary strategies aim to provide therapy and rehabilitation for those who have been formally diagnosed with a mental health condition.

[bookmark: _Toc15415252]<a> Mental Health in the Workplace -Whose Responsibility Is It?
[bookmark: _Toc15415253]<b> Employers’ Responsibility
The burden of mental health is a mammoth one to undertake within the workplace, because it is a dynamic issue, and there are many intervening variables.  Some experts are of the opinion that the aim of management should be to promote and develop working environments that encourage staff to freely report their mental health issues to the relevant persons within the organisation, so they can receive immediate treatment. This prevents the issue from escalating, and reduces the costs associated with long-term care. It is understandable that the increased workplace support is costly; however, inaction can be perceived to carry a much greater cost. In the UK, mental health related absences are estimated to cost companies at least £26 billion per year.   The economic cost is huge, but so too is the human cost which trickles down from the employee to those with whom they associate, both at work and at home.  With this in mind, it has been argued that mental health concerns ought to be the responsibility of management.
First, employers need to ensure they are providing ongoing support and training to all categories of staff in order to ensure that the appropriate culture is communicated.  It is the employers’ responsibility to ensure that all employees feel safe in expressing matters relating to mental health concerns.  Unfortunately, many organisations shun individuals who disclose mental health issues.  The National Alliance on Mental Illness reports that only 20% to 40% of people living with mental illnesses are gainfully employed (Coutu 2015).  On one hand, providing for the human capital of the organisation is important, and can cost a great deal, but there are even greater costs when ignored by management.  With over 300 million persons living with depression globally, it is estimated that depression and anxiety cost the global economy approximately $US1 trillion each year in lost productivity (Sime 2019).  However, WHO has found that for every $1 invested in mental health care and support, there is a return of $4 in improved health and productivity.  This is consistent with other findings in the UK which show that for every £1 businesses invest in mental health training  programmes there is a return of up to £10.  These  programmes have been instrumental in improving workplace culture geared toward mental health sensitisation and reduced stigmatisation.  Despite these findings, many companies still find it difficult to make that kind of investment.  	Comment by Consult: ADD TO REFS
However, this kind of initiative is a step in the right direction, as it signals to employees that the administration has their best interests at heart.  These benefits can be provided through various avenues, so the employer is not pressured into any one specific medium. It might be unrealistic to expect all organisations to hire specialist psychologists or psychiatrists and have them readily available whenever the need arises. There are many alternative forms of mental health service that can be utilised in the workplace.  The most basic intervention is that of raising awareness so mental deterioration can be prevented, or recognised early.  This then has a positive effect on the social and economic costs in regard to reduction of problems and costs relating to mental health in the society (Harnois & Gabriel 2000).
In recent years, Australia for example has taken a leading role in defining what a mentally healthy workplace is and developing frameworks to assist employers to create more mentally healthy work environments. In that country, mental illness is accommodated like any other illness in the workplace and any kind of discrimination on grounds of mental illness is illegal. A mentally healthy workplace provides the necessary support for those with a mental illness. The aim of the employer should be to decrease and further eliminate any stigma around mental illness in the workplace which will eventually spill over into the general population (Riba et al. 2019).  It is important therefore for supervisors and managers to understand the culture of the office – to know what variables their employees respond positively or negatively to, so they can better identify and understand the changes in work attitude and personality. Having this knowledge will provide them with the requisite information on how to plan properly and make the necessary recommendations for employees who may be experiencing psychological disturbances or mental distress. There is really no single workplace culture that is significantly more or less capable of successful mental wellness improvements. For leaders to know what would work best, what to avoid, and how to communicate with employees about mental illness, they have to engage in proper planning on how best to integrate mental wellness programming into employees’ work life (Riba et al. 2019).
Several organisations have recognised the benefits of having an Employee Assistance  Programme (EAP) and as such have made this available for their employees. This initiative is now growing among companies globally because they have been seeing where the benefits far outweigh the costs. EAP is a voluntary programme paid for by employers and made available for employees to utilise. Employees may not necessarily recognise or not willingly admit that they need help; therefore, the onus is on supervisors and managers to find ways of identifying troubled employees and encourage them to participate in the programme. The EAP is a work-based programme that offers free and confidential assessments, short-term counselling, referrals, and follow-up services to employees who have personal and/or work-related problems (Yu, Lin & Hsu 2009).  
Globalisation has become a powerful and dynamic force for organisational growth and working conditions, resulting in the labour market experiencing dramatic changes in areas such as automation and information technology. Employees worldwide have to constantly interface with a range of new organisational structures and processes – downsizing, contingent employment, and increased workload. Notwithstanding these facts, employers are of the view that work and/or the workplace are not aetiological factors in mental health problems. However, regardless of the causal factors, the prevalence of mental health problems in employees makes mental health in the workplace a pressing issue in its own right. In addition to the multidimensional effective mental health services available, the workplace provides an appropriate environment in which to educate individuals about, and raise their awareness of mental health problems with a view to promoting good mental health practices (Harnois et al. 2017).	Comment by Consult: ADD TO REFS 
According to the World Health Organisation (2019) there are a number of work-related risk factors associated with mental health issues.  These include:
· inadequate health and safety policies
· poor communication and management practices
· limited participation in decision-making or low control over one’s area of work
· low levels of support for employees
· inflexible working hours
· unclear tasks or organisational objectives
The consensus in the literature therefore is that there are key strategies that can be adopted by management to better facilitate optimal mental well-being among employees.  These can be classified in the following ways:
· <c> Leadership and Management
An organisation that is inclusive and sensitive to mental wellness needs must have a management structure that has instilled that kind of culture.  Moreover, the type of leadership existent in an organisation –– that is, democratic, autocratic, transformational, laissez-faire or charismatic –– can significantly impact the quality of mental health enjoyed by all workers.  For example, Rhoades and Eisenberger (2002), as cited in Levecque et al. 2017) share the view that there is a noted reduction in job-related emotional strain, job dissatisfaction, turnover and absenteeism when workers are involved in decision making.  This speaks to the democratic management style.
Another aspect of leadership is the notion that employees are offered accessible channels to leaders of the enterprise.  Employees must feel that they can have open, honest dialogue with their leaders whenever they may be experiencing emotional exhaustion, or mental distress.  Management must be genuine, non-judgemental and empathetic, and apply a person-centred approach.  The person-centred approach is derived from the humanistic perspective of psychology posited by Carl Roger, who believed humans can only thrive and achieve that self- actualisation –– ie. fulfilment of one’s potential –– if they are provided with the right kind of environment: respect, individual right to self-determination and understanding (McCormack, Dewing & McCance 2011).  It is safe to conclude then that employees will flourish when leadership promotes collaboration, inclusion, self-direction and empowerment (Manley et al. 2014).
· <c> Workplace Wellness Programmes
A work environment that supports a healthy lifestyle should also have facilities in place to facilitate such a lifestyle.  “Employee wellness programmes are organised, employer-sponsored programmes designed to support employees as they adopt sustainable behaviours that reduce health risks, improve quality of life, enhance personal effectiveness, and benefit the organisations financial position” (Berry, Mirabito & Baun 2010, as cited in Zula, Yarrish & Lee 2013: 659).  This may include awareness and sensitisation materials such as health fairs, newsletters, posters, flyers, health screenings, as well as lifestyle changing activities such as a fitness centre facility. Zula et al. (2013) note that these workplace wellness  programmes can also improve psychological well-being. In fact, the American Psychological Association awards an organisation each year with the Psychologically Healthy Workplace Award. Teledyne Brown Engineering, a winner of this award, noted a reduction in absenteeism by 34%, and there was a 33% reduction in the number of sick days taken among participating members.  	Comment by Consult: BE MORE SPECIFIC: e.g. OVER WHAT PERIOD, etc.
· <c> Working Conditions
Working conditions refer to all physical, psychological and cultural circumstances of a place of employment.  This may include work schedule, rights and responsibilities, compensation packages, the physical layout, work demands, expectations, as well as social support.  Research suggests that “high work demands and expectations, coupled with low control and lack of social support can lead to a poor psychosocial work environment, with increased stress levels, ill mental health, depression and, in the worst cases, suicide” (Lunner Kolstrup 2013: 245).  Research also suggests that flexible working conditions that give employees some amount of autonomy, such as self‐scheduling improve health outcomes; while those conditions that are dictated, such as fixed-term contracts are associated with negative health effects (Joyce et al. 2010).
· <c> Support for Family/Work Balance
Employees are motivated to work when they feel that their needs are being met by employers. Work-life balance is often a source of frustration for many employees, and oftentimes they blame the work environment for their inability to adequately cater to the needs of their families.  Kossek et al. (2014) have suggested that employees can reduce these conflicts by increasing employees’ control over their work schedules, becoming more results-oriented rather than time-bound, as well as providing family specific social support through supervisor behaviour training.	Comment by Consult: ADD TO REFS
	These strategies can contribute to mental health wellness of employees as they will feel like they belong, they are safe, and these conditions will in turn improve staff engagement, reduce absenteeism, and ultimately increase productivity and efficiency.
[bookmark: _Toc15415254]<a> Employees’ Responsibility
The view is held that when individuals are unable to fulfil their responsibility, then they can be replaced; and this has been the foundation of the argument that employees are responsible for their own mental health.  Many employees are scared to speak up about their mental issues for fear of discrimination, and as such they suffer alone until the illness becomes overbearing. This silence happens because of the lack of trust among colleagues and the lack of confidence in the systems provided in the workplace for employees to get help. In countries such as the United States and Australia, people are more willing to talk about their health at work.  The challenge, therefore, is to get employees to take their mental health seriously enough to seek help, or engage in practices that may alleviate their stress and anxiety. 	Comment by Consult: WHAT’S THE LINK HERE?
A source of stress and anxiety in the workplace often arises from work-family conflicts, and this has been associated with mental, behavioural and physical health outcomes such as sleep depravity, depression, burnout, and issues relating to workplace safety.   In the workplace this may be associated with productivity, turnover, absenteeism, well-being and engagement.  While employers may lose when employees are not at their best, families also suffer.  Oftentimes, the individual may eventually become unemployed, or project their frustration with the workplace onto his/her family.  Employees must therefore have a vested interest in their mental well-being so that they can perform at an optimal level on the job, and continue to enjoy the quality of life that their employment has afforded them.  Research indicates that one’s job can contribute significantly and positively to mental health in a number of ways, and as such it is imperative that employees take just as much responsibility for their mental health.  These experiences include social contact, collective effort and purpose, social identity and regular activity (Harnois & Gabriel 2017).	Comment by Consult: CORRECT AS 2017? SEE REF & ADD TO REF IF NECESSARY
It is on this basis that the following self-care strategies have been recommended:
· Seek professional help when you need it
· Build strong connections and social support
· Protect physical health by eating right, exercising and resting
· Understand how stress affects you
· Take breaks and time to recharge
Mental health in the workplace is not customarily an area that is given much attention, but great strides are being made internationally to ensure that focus is placed on the impact of mental health in this environmenet. The National Institute of Mental Health has outlined a number of mental illnesses that are prevalent among American adults (as shown in Table 1). As the table shows, the highest number of employees suffering from major depression amounted to 19 million and the lowest suffering from schizophrenia totalled some 2 million.  This indicates that there is much greater need to zoom in on the impact of such disorders within the corporate environment. Ultimately, it is everybody’s responsibility.  In addition, it is estimated that at least 10 percent of the world’s population is affected, and that 20 percent of children and adolescents suffer from some type of mental disorder. In fact, according to recent WHO data, mental illness accounts for 30 percent of non-fatal disease burden worldwide and 10 percent of overall disease burden, including death and disability.	Comment by Consult: WHY THE HYPERLINKS? IF SOURCE MATERIAL, KINDLY EXTRACT and ADD TO REFS
Table 1- Estimated Numbers of American Adults with Various Mental Disorders
[image: https://lh4.googleusercontent.com/tV3NJQqKEgVeWutUc0sHZax9uEtrZkFbAuZrWlbwz2rwwM4vFVGZnOHHu20GbynBqJHRthksaL82mxxT6TafDGetaWf_NH92i6hNPrvcYtBO5Y1wSroXEuRspX2kisicbumPOlhtC08epQ]
[bookmark: _Toc15415255]<a> Beneficiaries of Mental Health Counselling in the Workplace
Mental health becomes everybody’s responsibility. This is so because when an individual is affected, the organisation is affected, and so is the respective family and/or social support systems.  Organisations may suffer from a loss in productivity and ultimately encounter financial loss, while loved ones undoubtedly have to deal with the possible loss in income, and emotional turmoil that may ensue depending on the severity of the mental health issue.  Therefore, the beneficiaries of mental health counselling in the workplace may include the affected employees, colleagues, the organisation itself, and the family/loved ones.
<b> The Employee
Mental health counselling empowers clients to help themselves and engage in effective coping strategies. Studies on the impact of counselling in the workplace have all found a positive relationship between counselling an increased sense of well-being as a result of the experience (Collins et al. 2012). It is also instrumental in the recovery from depression and anxiety related disorders (Joyce et al. 2016).
[bookmark: _Toc15415256]<b> The Employer/Organisation
When employees are not at their best, there is reduced productivity, as well as increased absenteeism and turnover among employees which can cost employers a lot.  Benefits to the organisation may include workplace efficiency, a decrease in work-related accidents, improved staff retention, reduced grievances, improved staff morale, commitment, motivation and resilience, and ultimately the benefits demonstrate to employees that employers care about them (Falkirk’s Mental Health Association, n.d.).
Every employer wants the most out of their employees and as such organisations are coming to accept that for them to benefit from an energised workforce, the organisations will need to play a vital role in helping employees create a balance. Some benefits to the organisation include:
· Measured increases in employee accountability and commitment
· Better teamwork and communication
· Increased engagement and commitment levels
· Reduction in staff turnover and recruitment costs
· More effective reaction to changing market conditions and meeting customer demands 
· Boosting competitiveness by meeting seasonal peaks and troughs in your business 
· Becoming recognised as a business that people want to work for
The workplace that enables employees to achieve work-life balance is especially motivating and mentally rewarding to employees. Spending the majority of the days on work-related activities will cause employees to neglect other important components of their lives. Healthy company cultures acknowledge that human beings cannot function at 100% the entire workday. Workers need breaks that ideally include access to healthy foods, opportunities for physical activity, a balance between job requirements and family obligations, sufficient rest, and healthy social interactions with co-workers and supervisors. In short, to be effective, healthy company cultures need to address both individual and organisational concerns (Nibusinessinfo 2019).	Comment by Consult: ADD TO REFS.
[bookmark: _Toc15415257]<b> The Family
Organisations that provide counselling for those in need of the services also signal that they are family oriented, and this can cause employees and their families to trust employers more.  In these cases, employees are more likely to go above and beyond the call of duty for the organisation, and their families will support this motivation.  According to the WHO (2010), the interplay between work and home is also a significant potential source of stress impacting mental health, particularly for dual career couples and those experiencing financial difficulties or life crises. This stresses the reciprocal relationship that exists between work and family.  Therefore, when issues arise at work, they impact on one’s family life, and vice versa. Inevitably, when counselling is provided within the workplace, it does not only benefit the organisation, but it also strengthens the family system.	Comment by Consult: IS THIS AN ADDITIONAL WHO ENTRY (2010)? See REFS
	Achieving a balance between work and one’s personal life can be significantly challenging. Work-life balance is being able to divide your time beneficially between your professional and personal life. In addition to the demands of the workplace, it can be tough to make time for family, friends, community participation, spirituality, as well as personal growth and development. There is no doubt that work can become so overwhelming that employees view balancing work-life balance as an elusive goal. On the contrary however, like many great achievements, while it takes time and much organising, this balance is achievable if  employers play their part by establishing policies, procedures, actions, and expectations that enable employees to pursue that balance in their lives. Many companies are now introducing and implementing flexible work schedules, paid time-off policies, as well as company sponsored family events as a means of helping their employees strike that balance between work and personal activities. It is conceivable that employers who are committed to providing environments that support work life balance for their employees can save on costs by experiencing fewer cases of absenteeism, and enjoy a more loyal and productive workforce (Heathfield 2019).
Having a harmonious work-life balance is critical to improving not only our physical, emotional and mental health, but our career health as well. Our desire to succeed professionally can leave us forgetting about our own well-being, because too often we allow our work to take precedence over everything else in our lives. Having a good work-life balance does not necessarily mean you need to divide your daily activities between professional and personal in an equal amount of hours; rather, it is more about having the flexibility to get things done in your professional life while still having time and energy to truly enjoy your personal life (Schooley 2019).
A severe work-life imbalance can affect not only the employees’ physical health, but their mental health as well. The aim therefore, should be to create a balance from which numerous benefits can be derived both for the employee and the employer. For the employee, these benefits include:
· Reduced stress levels at work and home
· Reduced depression and anxiety
· Improved interpersonal relationships
· Greater focus and concentration
· Higher levels of job satisfaction
· Opportunity to participate more fully in family and social life
· More time to pursue personal goals and hobbies
[bookmark: _Toc15415258]<a>Conclusion
Mental health counselling improves, and even saves, lives. It provides hope for employees, personally empowering them to overcome the demoralisation caused by social stigma, while boosting their confidence to draw on their full potential which in turn transforms them into becoming more productive. Establishing and maintaining healthy workplace cultures can prevent tragedies from occurring and encourage persons with mental health issues to benefit from evidence-based interventions without the stigma associated with seeking help. Other people's ignorance and lack of understanding about the issues involved can make it difficult for people with mental health problems to find the courage to seek help. Many people shy away from seeking the help they need because of the stigma and discrimination associated with the topic. Seeking counselling should not be seen as a sign of weakness but as a sign of courage and strength, because it is an important step in taking charge of one’s mental well-being and creating the life you deserve. Mental health problems will inevitably arise even in a workplace that promotes a strong culture of health; as such, mental health counselling and support systems should be made available for employees to access comfortably.
The ultimate aim for any individual is to have a balance in our emotional, psychological, and social well-being. Having this kind of balance helps determine how we handle stress, relate to others, and make choices. Regardless of the causes of mental health problems among employees, a mental health issue in the workplace is a pressing problem in its own right. The workplace provides an appropriate environment in which to educate individuals about, and raise their awareness of mental health problems with the view of promoting good mental health practices.
Supervisors and managers must understand the culture of the office in an effort to know what variables their employees respond to, so they can better identify and understand how to deal with the changes in work attitude and personality.  This entails providing key players with clear guidelines on their responsibilities, tools and training opportunities for identifying and addressing mental health issues in a timely fashion. 
Overcoming the mental health stigma is but one part of a larger effort to foster an organisational culture of psychological safety. In this environment employees will feel free to voice their opinions, share ideas, take chances, and be their authentic selves. It is conceivable that organisations with strong approaches to psychological safety would exhibit better performance, staff engagement, employee retention and overall well-being. 
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Chapter 5
Workplace Counselling and Employee Well-being

<a> Introduction
The culture of an organisation is symbolised through the actions and support provided within the organisation. Such support is identified through the therapeutic services offered to ensure employees’ well-being throughout transformational life events. The stability of any organisation depends on the knowledge, competencies, positive attitude and behaviour of its employees. It is also important to note that the “Human Resource Management practices adopted have a significant impact on employee well-being at work and tend to be more positive than negative. Additionally, management behaviour in the form of support and development of trust promotes employee well-being at work among employees” (Baptiste 2008).
Globalisation is at an all-time high, driven by the increase in knowledge and expertise that has benefitted from advances in technology which has contributed to the growth of employees’ specialised skill sets. The development of this specialisation has assured employees their vital role and place in the continued success of the organisations they serve. These changes have led to a rapid increase in compensation claims for work-related stress in recent years (Dyer 2002). With the new standard for economic growth, the typical employee spends most of their adult life at work to solidify their presence in the capacity they operate. In recent times, the structure and demands of life have changed, due to the increase in the cost of living, unemployment rates and the economic crisis. With long periods spent at their place of work and the stress associated with completing tasks while increasing competitiveness, employees are left feeling drained and diminished. Therefore, increasing employee feelings of being an efficient force is at the core of increasing employee well-being.  	Comment by Consult: ADD TO REFS
Employee well-being examines the importance of employees’ ability to cope with the stresses related to their position both within the workplace and 	home life in order to maintain their mental, physical, psychological health, as maintaining such health strikes a balance socially with their environment. Well-being within the workplace looks at the positive relationships developed and nurtured among team members, based on each team member's ability to own a feeling of purpose to effect personal growth and development. As such, “well-being in the workplace is steadily rising [on] the business agenda as more employers recognise the benefits and contribution that can be made by introducing workplace health and wellness policies” (Baptiste 2008). The global economy is highly competitive, and employees’ well-being is a vital source of competitive advantage. Summerfield and Oudtshoorn (2000) argue:
<extr>
Counselling, whether directly delivered one on one or in the form of training and skills development, needs to be a process that dovetails into an organisation's mission, people, culture and its language. Organisations deserve to be successful and the human beings that work for them deserve both mental and emotional well-being (pg #??). 	Comment by Consult: POSSIBLE TO INSERT PG # OR PG RANGE HERE?
<txt>
As such, this chapter will highlight the relationship between workplace counselling and employee well-being and the effectiveness of workplace counselling. 



<a> Employee Well-being
In the context of work, employee well-being refers to a structured mechanism that the organisation uses to prevent or decrease stressors relating to the work environment. Additionally, well-being refers to the feeling of satisfaction or happiness one experiences towards their contractual task and presence within the work environment. Employees’ well-being at work reflects the decreasing of organisational stressors with the positive experiences accomplished by the employees through social and healthy relationships. Creating an atmosphere that highlights the importance of employees’ well-being within the organisation provides an avenue for exploring positive measures to increase employee physiological, physical and mental status. This avenue should be explored to decrease poor psychological health, which acts as a trigger in increasing, depression, anxiety, and de-motivation, which results in poor performance.  Taris (2006), claims that poor psychological health is also related to less energy and motivation to engage in positive behaviours at work, resulting in poorer contextual performance-related outcomes such as organisational citizenship. Fostering and promoting employee well-being will present a balance in positive attitudes and outcomes through the increase in team cohesion and organisational citizenship which will result in an increase in the company’s bottom line. “Management needs to place high value on trust and respect for employees and communicate this in a way that conveys honesty and commitment” (Baptiste 2008).
To achieve such a balance, the organisation should set out to create a positive working environment that is conducive to the success of both the organisation and the employee. This positive environment helps to promote the experience of employee well-being due to the association of positive organisational attitudes and the decrease in stress points present within the organisation. In today’s organisations, well-being is related to issues being placed high on management functions to provide a safe and productive work environment, while providing an impactful attempt to care for employees’ quality of life not only at work but in its entirety. Well-being in the context of work speaks to safeguarding the core of the employee’s mental and physical realm –– which is most likely impacted by stress –– and decreasing such attacks to promote the employee’s personal happiness.
        	Placing employee well-being at the top of management’s function provides an alternative to stressors which may lead to high turnover rates, high absenteeism, increase in the number of work-related accidents and demotivation. According to Dewe and Cooper, (2012): “Work affects well-being, which is important for organisational success; it is in an organisation's best interests to support and promote well-being at work.” Considering the interdependence of both employees’ well-being and the organisation’s success, the presence of employee well-being affects the positive outcome of the organisation and its absence will result in the demise of the success of the company. Stress can be directly linked to a low standard of work, due to lack of enthusiasm which in turn leads to a decrease in the level of productivity, which affects the organisation’s overall profitability. The lack of interest shown by management in controlling these stressors will not only have a negative impact on the standard of work produced by team members but will also affect the company’s bottom line initiatives. It is imperative therefore that management rank employees’ well-being as high priority. This may be accomplished by eradicating stressors or through the implementation of job related stress alleviation programmes.  


<a> Employees’ Perspective on Well-being
Despite the many benefits of having the most appropriate employee well-being programmes known to management implemented, companies still present a lackluster attitude towards the need for such implementation. The response from four individuals (chosen from separate organisations) to a random question about their employee well-being programmes at work was that no such programme existed in their organisation. It appears to be the norm in today’s society that no specific person is assigned to assist or facilitate well-being programmes, and that such a process is oftentimes left for the employees themselves to figure out on their own. We asked employees one question- What does employee well-being mean to you? The respondents wrote:
“In my three years working in corporate Jamaica I’ve come to the realisation that both employers and employees fail to recognise the importance of employee well-being. Employee well-being is not just collecting your pay cheque, but it takes many other things into consideration but most importantly your work environment and your mental health. Your work environment should cover basic needs such as comfortable chairs, temperature control, essentially things that have a direct impact on your body. Equally important is support for your mental health through providing adequate breakout areas to relax, or having an informal catch up with a colleague, month end ‘link up’. Supporting both physical and mental well-being through office design can help create a healthy, productive workforce. In an ideal world, our jobs would be stress free but unfortunately that’s not the world we’re living in. Employers should strive to create an environment where their employees feel comfortable and happy, after all a happy labour force is a productive labour force” –KPMG Team Member

“Employee well-being for me is working in an atmosphere that is conducive to productivity: where you are provided with the tools you need to accomplish your task and the support of leadership and your team/peers to get the job done. It is also a place where you can look forward to being remunerated for your work in terms of your salary and other recognitions and simple appreciation. Well-being for me also entails working in a safe and hazard free environment, that caters not just for your physical well-being but also your psychological well-being – by that I mean stress free!!! Employee well-being is when you get the sense that the company is not just about what you can give them but also what they can give back to you and the giving is reciprocated. This ideally would entail the company catering for the team member in a wholistic way. For example, contemplating facilities/benefits that can be implemented for staff with children or staff with chronic illnesses etc. Finally, employee well-being is having a sense of stability (or maybe a little security – if it ever exists), with leadership that is purposed and insightful and can lead well. Leadership that recognises potential and channeling individuals where they can best develop and mature.”  –Sagicor Life Team Member
	
“Employee well-being means a lot to me as approximately 8 hours is spent there. Balancing work and family life fosters good relationship. Having a good working condition enables me to function effectively and to be productive. Mental well-being helps me to refocus on matters at hand. It is a good feeling knowing that my biophilic elements, such as access to natural daylight and temperature control - essentially, things that have a direct impact on your body. Equally important is support for mental well-being, through providing adequate breakout areas to relax, or have an informal catchment up with a colleague. Balancing work and family life fosters good relationship.” –Employee Benefits Administrator Team Member (Subsidiary of Sagicor Group Jamaica Limited)

“Employee well-being for me, not just only includes my pay, though that is definitely an important part. It means that I am in a supportive environment where I am supported by both my teammates and superiors. It is an environment where I can openly air my views on whatever challenges or issues I am experiencing without the fear of any repercussions or being ‘blacklisted’. Another important aspect to well-being, believe it or not, is communication; ensuring that information is shared and that I am involved or have a say in decisions being made. Ideally it means that the team works cohesively and that we are in a ‘serene’ environment with everyone working together towards one common goal.” –Jamaica Civil Aviation Authority Team Member

Common factors can be observed from these employee perspectives: 
– “Employers should strive to create an environment where their employees feel comfortable and happy, after all a happy labour force is a productive labour force.” It is not just about being remunerated for work, however; an important aspect of work for employees is knowing that their employer provides a safe, stress free and happy environment. 
– “Employee well-being is when you get the sense that the company is not just about what you can give them but also what they can give back to you and the giving is reciprocated.” Employees believe that the overall organisational productivity is attributable to the well-being of employees and that ensuring employees are engaged and appreciated is a primary function of the employer. 

<a> Characteristics of Well-Being
Considering this, there are several theories that can be used to characterise the features of employee well-being. These theories include the Individual Theory, Conservation of Resources Theory, and Subjective Well-Being Theory (Cotton & Hart 2003). The Individual Theory states “that the main motives of human thought and behaviour are individual man’s striving for superiority and power, partly in compensation for his feeling of inferiority. Every individual, in this view, is unique, and his personality structure—including his unique goal and ways of striving for it—finds expression in his style of life, this life-style being the product of his own creativity. Nevertheless, the individual cannot be considered apart from society; all important problems, including problems of general human relations, occupation, and love, are social” (The Editors of Encyclopedia Britannica n.d.). The Conservation of Resources Theory asserts that: 	Comment by REF: ADD Cotton & Hart 2003 to refs.
<extr>
individuals strive to obtain, retain, foster, and protect those things they centrally value.... Stress occurs (a) when central or key resources are threatened with loss, (b) when central or key resources are lost, or (c) when there is a failure to gain central or key resources following significant effort. At its core, the Conservation of Resources theory is a motivational theory that explains much of human behavior based on the evolutionary need to acquire and conserve resources for survival, which is central to human behavioral genetics (Cotton & Hart 2003).  
<txt>
The Subjective Well-Being Theory is defined as “people's evaluations of their lives, evaluations which are both cognitive and affective, and covers a broad range of quality of life from despair and depression to elation and consummate life satisfaction” (International Encyclopedia of the Social & Behavioral Sciences 2001).
Additional theoretical models have been proposed to explain relationships among components of well-being and explain the processes involved in developing and maintaining well-being (Jayawickreme et al. 2012; Lent 2004). The hedonic approach to well-being focuses on pleasure and happiness (Ryan & Deci 2001), and within this approach lies the subjective well-being theory that is rooted in identifying the triggers of satisfaction within employees' lives and the absence of negative effects (Diener et al. 1985). 
By utilising the theory of subjective well-being, the following features can be noted as predictors of the characteristics of employee well-being:
· Job satisfaction
· Enthusiasm
· Low level of withdrawal
· Industriousness
· Team cohesion
· High organisation retention rate
To understand and characterise employee well-being, studies are normally conducted through examining employees’ on the job performance. The actions of the employees are observed to see how well they show behavioural signs of positive features such as a high level of social and work engagement, enthusiasm, passion, and a high level of work ethic ––with the reverse being negative features such as demotivation, burn-out and social withdrawal.

<a> What can employers do to ensure employees’ well-being? 
“Studies show employees don’t leave an organisation, but instead leave their boss. Not only is it expensive to recruit new staff, but organisations can also be liable for huge tribunal claims if they do not get their management right” (How organisations can manage stress in the workplace 2019). As part of the Global Agenda Council on Mental Health, the World Economic Forum brought mental health experts together to develop a “practical toolkit to promote a mentally healthy organization”. The primary purpose of this toolkit is to support, develop and build a case for handling mental illness thus promoting employee well-being in the workplace. They formulated the following seven key actions which can promote healthier workplaces:	Comment by REF:  ADD full publication details to Refs.
1. Be aware of the workplace environment and how it can be adapted to promote better mental health for the organisation. Due to the uniqueness of each workplace, it is also important that before starting, information is gathered to determine what policies will be best suited to the company.
1. Learn from the motivations of organisational leaders and employees who have acted.  There are several motivations including protecting the mental health and well-being of employees; doing the "right thing" for the employees; benefits in employee engagement; and reputation and managing costs and liabilities.
1. Don’t reinvent the wheel. Be aware of other companies who have acted, and how; review policies that organisations around the world have developed and implemented.
1. Understand the opportunities and needs which will help to develop better policies for workplace well-being. Every organisation is different and as such will require a unique set of policies. It is important to identify what these needs are, and how a workplace well-being programme can address these.
1. Take practical steps to help the organisation. Workplace strategies to protect and promote employee well-being are commonly delivered by building internal and external partnerships.
1. Determine where to go for help, perhaps design an employee assistance programme. Getting help can be a personal and emotional challenge for some people. The important thing is to communicate that it is ok to ask for support and that any help sought is held confidential.
1. Get started: engage the necessary company and implement the Employee Assistance Programme effectively” (Candeias & Bernaert 2017).

It is again emphasised that employee well-being is fundamental for organisational stability. As some organisations may recognise the importance of this central point, and implement strategies to resolve and ensure employee well-being, there are barriers which may prevent the necessary development of employees. This may be categorised using the design principles of a social enterprise:
· Purpose and meaning refers to giving organisations and individuals a sense of purpose at work; moving beyond profit to a focus on doing good things for individuals, customers and society. Within every organisation it is important that employees feel connected and incorporated within the company’s big picture and that their contributions to the team’s success is valued. This is important as it drives empowerment and employee involvement, thus improving the employee experience and ensuring the company’s bottom-line success. If employees are not driven to find their purpose, it stifles their development, thus may lead to frustration. “Employee involvement is an essential component of the high commitment paradigm. Open communication about business matters ensures employees are informed about organisational issues and conveys a symbolic and substantive message that they are to be trusted in an open and positive manner” (Baptiste 2008).
· Ethics and fairness refers to using data, technology and systems in an ethical, fair and trusted way; creating jobs and roles to train systems and monitor decisions to make sure they are fair. It is important that employees’ rights are not violated, and that frameworks, policies and procedures are designed, communicated, implemented and enforced. Therefore, it is essential to design an employee code of conduct and implement structures that guide employee behaviour. It is also important that the company’s image reflect that of trust and fairness. This may also be reflected in the compensation models or approaches that companies utilise. It is important that employees feel adequately and fairly compensated for work done.
· Growth and passion refers to designing jobs, work and organisational missions to nurture passion and a sense of personal growth –– affording people the opportunity to create and add their own personal touch. It is important that people are afforded the opportunity to create and add their own personal touch. This is essential as it fosters creativity, self-development, critical thinking and innovation. Innovation can be a strategic catalyst for growth and development in a company as well as a significant source of competitive advancement.
· Collaboration and personal relationship refers to building and developing teams, focusing on personal relationships, and moving beyond digital to build human connections at work. Everyone has a personal life, a life outside the doors of the office. It is therefore important that organisations promote a work-life balance. Despite what people may think, our personal relationships do affect us in one way or another and can contribute to the level of effectiveness and productivity within the organisation.
· Transparency openness refers to sharing information openly, discussing challenges and mistakes, and leading and managing with a growth mindset. It is important that information is shared openly, and that communication, accountability and trust are embedded in the character of employees. It is also essential that transparency and openness is reflected and ‘grapevine news’ and organisational corruption eliminated. 

<a> Significance of Employee Well-being
<extr>
Well-being at work can certainly contribute to people’s overall sense of happiness that is likely to be displayed through attitudes and behaviour. This in turn, can provide an understanding of employee commitment, job satisfaction and work-life balance satisfaction, which is a result of the implementation of Human Resource Management practices by line managers (Baptiste 2008).
<text>
Maslow’s hierarchy theory of needs examines the psychological motivators of an individual’s actions. The utilisation of Maslow’s theory is important in identifying what the needs that motivate employees and their actions consist of. As these needs are identified, employers and employees can formulate mutually beneficial relationships which will result in a positive environment that is conducive to work (i.e., increasing employees’ well-being). Maslow’s study was utilised to formulate a framework that represents the physiological needs to sustain individuals which included air, water, food and sleep (which represented basic needs). Relating to the realm of employment, these needs identified by Maslow are pivotal to the successful completion of contractual tasks, as employees require a safe and healthy environment to perform their tasks.  
The application of the framework in relation to work environment was previously limited to the lower stage. However, due to the increase in globalisation and competitiveness of the business environment, employers have now accepted the importance of the fulfilment of each stage in assisting employees to function optimally. In today’s society the implementation of well-being programmes within organisations becomes the pivotal driver in the quality of employees hired, as Maslow’s framework is now an applicable guide for growth and personal development which is the foundation of well-being.
The application of the framework to improve employees’ well-being can be derived through the development and implementation of programmes geared at increasing each physiological aspect of the employee’s life.
At the foundation of the pyramid are the physiological needs of employees. These needs are important to their survival and are pivotal in employees’ ability to function physically and mentally. These are food, shelter, water, sleep and are the core items in providing sustenance for the body and the mind to function. Maslow affirms that when deficiencies exist in these four basic requirements for survival, people become incapable of developing any ambition, much less acting on it and achieving their full potential.	Comment by REF: Complete citation by adding publication date
The first two levels are considered important in assisting in survival. As it relates to security these needs are rooted in what most employees consider pivotal in providing and catering to their well-being and so they place high emphasis on personal security and financial security. These first two levels are important to the physical survival of the person. Therefore, employers are implored to provide a safe and secure working environment for the purpose of minimising physical injuries. Eliminating environment endurances will allow employees to work safely, spend less time worrying about their environment and produce more. By providing security benefits, employees will, as a consequence, spend less time worrying about medical expenses and job security.
The social stage refers to the feeling of love and belonging. After taking care of employees’ physical needs, employers move to address their need for love, acceptance and inclusion. The framework at the social stage addresses employees’ social need for support and friendship. This stage is very important to motivate employees to function intrinsically by providing team cohesion. Feeling like a member of the family will cause employees to strive for success as the success of oneself leads to the success of the team. Failure to satisfy social needs will lead to employees’ withdrawal, depression and social anxiety, which will decrease their inputs in achieving organisational goals.
Esteem represents employees’ desire to be validated for their efforts and contribution or even individual performance. External and Internal motivators are key indicators of validation for employees at this stage and are vital in bringing out the best in employees to have them press on with the job. External motivators such as awards and internal motivators such as individual goals set by employees can positively or negatively impact the success of the organisation and the well-being of the employees. When employees feel as if they aren’t valued they develop self-esteem issues. These maladaptive behaviours cause the employees’ well-being to become diminished and decreases their abilities to function up to par.
At the stage of self-actualisation, Maslow perceived that employees have accomplished their goal completely, having successfully fulfilled their physiological, safety, social and self-esteem needs. At this stage employees’ well-being has been fully developed as their true position is actualised. Maslow believed that self-actualisation is not permanent, but is however, an ongoing process to develop and realise personal growth through the achievement of goals. Employers can aid in the process of self-actualisation by steering well-being initiatives in the development and completion of employees’ goals.  

A-head 
Relationship between Workplace Counselling 
and Employee Well-being

B-head Workplace Counselling
Workplace counselling refers to the provision of an independent individual to assist with psychological therapy for employees of an organisation, in an empathetic and non-judgmental manner. He or she is guided by an ethical code of conduct that enforces the client’s privacy and safety. The process of workplace counselling is to assist clients with a listening ear, with hopes of assisting in identifying the most suitable approach to issues. The process of counselling is conducted with the aim of achieving a goal to allow the client to continue to operate at their optimal capacity. The counsellor can facilitate and assist the process by utilising cognitive behavioural therapy (CBT), Gestalt therapy, or solution-focused therapy. 

B-head Why Counselling at Work?
Due to the rapid pace of growth driven by globalisation and technological advances, the strenuous task of functioning in organisations has led to the increase in mental and physical illness. Therefore, why not counselling? Organisations need their employees; these individuals are at the core of their survival and competitiveness. The well-being of these individuals is instrumental to the success of the organisation and its longevity. For many employees, operating in a stressful environment places triggers that act as disruptors in their ability to carry out their daily tasks and to function in their personal and social capacity. Hence, an organisation that not only eliminates these triggers but has in place a system (eg. counselling) to assist with the mitigation and management of these triggers, describes an environment equipped to retain their staff by promoting employee well-being. 
While occupational factors such as stress have demonstrable health outcomes, workplace stress also has major economic implications. One report has suggested that it costs the United Kingdom three billion pounds per year — significant in relation to the 11 billion pounds that the CBI calculates sickness absence costs the economy. Besides sick pay, replacement costs and lost productivity, an increasing proportion of this cost burden is comprised of compensation pay-outs. The TUC reported that there was a 12-fold increase in cases of stress at work; the value of claims is over £300 million (Henderson, Hotopf & Wessely 2003).
Counselling offers the organisation the ability to provide a safe, secure, caring and motivating environment for their employees. By assisting with the well-being of staff through the provision of counselling, the organisation is adopting the stance of one who cares. Such efforts will capture the physiological state of employees, and will motivate them to not only seek help, but to cement their loyalty with the organisation. Human capital is said to be not only an organisation's greatest asses but its competitive factor as well. 
Workplace counselling is an initiative endorsed by employers in support of employees’ health and well-being. The initiative is geared to provide employees access to free, confidential, non-judgmental workplace counselling. The counselling process provides a safe place for employees to vent their feelings about workplace issues that restrict optimum functioning of the employee, while offering an avenue to identify possible solutions. Workplace counselling is not a long-term process; it is normally facilitated in short periods of six to eight sessions, which allows the counsellor to probe the cause of the problem by utilising a therapy approach or combining multiple approaches.
Many organisations have implemented an employee assistance programme, which provides counselling support to clarify the problem, implement solutions and monitor progress. Humans’ life-altering experiences are inevitable; however, everyone’s approach to mitigating the situation may not be the same. Counsellors will assist with the well-being of employees, as they will prescribe safe and accommodating avenues to resolve issues. These experiences many times constitute the foundation of behavioural issues, which affect employees’ well-being and lead to workplace issues. If an employee is not provided with the proper channels to address these issues, it may lead to negative side-effects, which may cause a ripple effect that becomes evident in the individual’s work and their personal life. This is the importance of counselling as it relates to employee well-being. If well-being programmes are not in place to facilitate positive resolution of issues or containment of these experiences, employees may fall into states of depression, withdrawal and lack motivation. 
Workplace counselling is vital in sculpting an organisation that facilitates and embodies wellness. Promoting counselling within the organisation is critical in cultivating a healthy entity, as it assists in safeguarding employees against the negative forces associated with competitiveness, work-life and other personal issues (Summerfield & Oudtshoorn 2000).  

B-head Barriers to this relationship
As employers strive to create and develop the relationship between workplace counselling and employee well-being, they must be cognisant of the barriers that exist, among which are:
· The absence of policies regarding workplace counselling or assistance. Neither employer nor employee see the benefit of a workplace counselling programme to the organisation’s bottom line. 
· Information on workplace counselling policies is not shared with the team, and as such employees are unaware that there are options in place to assist them. 
· The negative stigma attached to counselling and the fear of being perceived as “mad”.
· Lack of trust between employer and employee; it is feared that information shared will not be held in confidence. 

<b> Strategies to overcome these barriers
Employee well-being may be influenced by various factors; however, it is noted that there are common factors that can help improve employee well-being in general. These include but are not limited to:
· Implementing effective policies for managing people issues which may include absences or grievances
· Ensuring that there are high levels of trust between team members and managers
· Promoting employee involvement in relation to decision making
· Providing the necessary health services to address and reduce absences 
· Ensuring that jobs are well designed 
· Providing flexible working options

For many Jamaican companies, employee well-being programmes are thought of as a luxury, and are not deemed as a necessity for the successful operation of the firm. However, in recent times the country’s current Minister of Health and Wellness, Dr Tufton, has made efforts to diminish the perceived negative notion associated with well-being and create a more positive balance between employees and their place of employment. Peter Parchment in his article titled “Corporate Jamaica Invest in your Employees’ Well-being” highlights the attempts by Dr. Tufton to rid the stigma of ‘sick people’ that is associated with well-being. In his address Dr. Tufton stated: “There are thousands of companies in Jamaica who all they care about is that you show up for work, work as hard as you can and after you leave work, it doesn’t matter to them ...what happens to you as long as you show up the next day ...The narrative must change.”	Comment by REF: Publication details for the Parchment article to be provided	Comment by REF: Publication details for the Tufton address to be provided
Most organisations islandwide utilise their Human Resource departments as a buffer for well-being and against stress within the company, relying on the department to play the role of caregiver to the staff, with the rationalisation for such diversion being the decrease in future expenses. Other organisations contract trainers to host fitness programmes a few days of the week. While these attempts are good, they are just that –– attempts. Employee well-being embodies not only the physical aspects but also the emotional, mental, and social components of the employee’s wellness. The failure to implement well-being programmes implies a failure on the part of organisations to identify the economic profitability of such programmes, and may assume that employees’ poor well-being should be associated with their personal lives only. The person we are at home is interlinked with the person we are at work as there is a co-dependence and interaction of the parts from each area – family, social, physical and psychological – in the promotion of wellness in the whole person.
 If our performance at work decreases and causes a reduction in our financial status, our personal and home life will be affected, and vice versa – we take issues we experience at home with us to work. Therefore, promoting well-being within the organisation will increase the balance of employee’s well-being on the whole (both personal and work-life). Sandals CEO, Gordon ‘Butch’ Stewart was one such promoters of well-being within his organisations –– from the implementation of health and wellness programmes to the founding and development of Sandals Corporate University with the aim of increasing and promoting “opportunities that come with a strong education” (Stewart 2013). Sandals however, is not the only organisation on the Island of Jamaica that has been promoting workplace well-being –– as the following list illustrates:
· The University of the West Indies has a counselling unit for both students and team members
· The National Commercial Bank utilises the services of an a trained external counsellor
· Sagicor Group Jamaica Limited and and Educom Co-operative Credit Union both have EAPs with Family Life Ministries
· Insurance Company of the West Indies utilises the services of a trained counsellor

        	These entities have all recognised the importance of promoting well-being in their organisations and are listed among the high-performance institutions in Jamaica.

A-head Steps towards Improving the Relationship
As part of improving employee well-being, Employee Voice is important and has been viewed as an aspect of “high commitment”. It is considered essential that workers should have the opportunity to express their grievances openly and independently, in addition to being able to contribute to management decision making on task-related issues” (Baptiste 2008). Employee Voice refers to the various ways in which employees take part in the decision making in organisations and the degree of influence they exercise in the process. Employee involvement is an essential component as open communication about business matters ensures employees are informed about organisational issues and conveys a symbolic and substantive message that they are to be trusted in an open and positive manner. 
<extr>
Getting the right company culture with shared vision and values will also enable everyone to flourish. When positive values are maintained from the top down, individuals will know how they can expect to be treated and that their personal values can be respected. Asking employees ‘what is it like to work here’ will give you key insights (How organisations can manage stress in the workplace, 2019).	Comment by REF: Cite author & date here. ADD full publication details to References
<text>
A-head Does Workplace Counselling Work?
In a debate on this question between Professor John McLeod and Dr. Max Henderson, McLeod noted that workplace counselling is often viewed by employers as an insurance policy against the threat of compensation claims made by employees exposed to work-related stress. Counselling was associated with the reduction in sickness, absence and improvement in other organisational outcomes such as more positive work attitudes, fewer accidents and enhanced work performance. He added that the general picture that emerges is that workplace counselling is appreciated by its users and appears to have a positive impact on objective measures of distress and on self-reported measures of symptomatology. Additionally, McLeod noted that in a recent qualitative study, Millar (2002) interviewed policy officers and support staff who had received counselling for work-related difficulties. Most of the participants reported that counselling helped them to overcome the problem that led to them to seek help. On the other hand, Henderson argued that “the concept of workplace stress implies that work is the causative factor but despite an individual being unhappy at work and using a work-based outlet to complain, symptoms may be explained in several other ways”. He added: “Work may indeed be a part of the jigsaw but probably only part – most stressors are external to work.” Henderson alluded to the fact that the data on workplace counselling	Comment by Consult: Re HENDERSON: CITATION FOR HERE, & PUBLICATION FACTS REQUIRED FOR REFS
<extr>
does not allow us to conclude that satisfaction is allied with meaningful clinical improvement or even consistent employment objectives such as reduced absenteeism. The cynic might suggest that if employers want a tool that their employees appreciate and protects them from litigation, then workplace counselling does indeed work. The objective observer looking at clinical outcomes would undoubtedly conclude that there is no reliable evidence that workplace counselling is of benefit .
<txt>
Notwithstanding the opinions of Dr. Henderson, the author believes that workplace counselling does in fact have a positive impact on employee well-being. In this regard, Chan & Tov (2012) affirm: 	Comment by Consult: AUTHOR? VOL EDITOR? 
In the best organisations, the employees do not see their work as a source of unhappiness or constant conflict with what they want to pursue or enjoy. The workplace can provide positive factors that contribute to mental well-being in terms of satisfaction and happiness. Employee well-being also has implications for productivity as happy employees are more likely to trust their supervisors, comply with company rules and regulations, provide suggestions to improve the organisation, and work cooperatively as a team to achieve group goals. This contributes to a high-performing organisation that is productive and innovative. Therefore, it is not surprising that research has also shown that employee well-being is positively associated with customer satisfaction.	Comment by Consult: PG NOS OR PG RANGE FOR THIS QUOTE?

A-head Counselling Skills for the Workplace
It is important that counsellors are active in helping clients change as they are constantly and collaboratively negotiating with them. After rapport has been established, counsellors need to employ skills that result in clients’ viewing their lives differently and thinking, feeling, and behaving accordingly. Respect for the Client (n.d.) endorses this: 
The client-counsellor relationship is unique as it begins with the client entering into counselling with the expectation that they will find a safe environment where their interests are given the utmost consideration by the counsellor; where they can find assistance to work through their problems and trust their counsellor to have their best interests at heart. 	Comment by Consult: PG NOS OR PG RANGE FOR THIS QUOTE?

The set of attitudes and skills required for an efficient counsellor are:
· Excellent Listening Skills – key to all effective communication. Without the ability to listen effectively, messages are easily misunderstood. As a result, communication breaks down and the sender of the message can easily become frustrated or irritated.
· “Respect – regardless of who the client is, and regardless of their behaviour, the client has come to the counsellor for assistance and deserves to be treated as a person of worth and value” (Respect for the Client n.d.).	Comment by Consult: PG NOS OR PG RANGE FOR THIS QUOTE?
· Authenticity – “the ability and willingness to be what one truly is toward oneself and the other in the mutual relationship. All therapeutic orientations consider therapist genuineness as important for significant progress in psychotherapy, and, in fact, fundamental in the formation of a working alliance” (Schnellbacher & Leijssen 2009).
· Non-judgmental approach towards the counselee
· Excellent communication skills which also include non-verbal communication and listening skills
· Maintaining confidentiality
· Empathy – the ability to put oneself in someone else’s shoes, and signals much more than sympathy in that the counsellor can understand the client’s feelings surrounding an experience.

<a> Benefits of Workplace Counselling
<extr>
Given the economic costs of stress and stress-related illnesses, it is not surprising that much of the social science research on stress emphasises job- and work-related stress. Approximately 4 in 10 highly stressed Canadian workers identify a problem other than work as the main source of their stress and when they bring it into the workplace, it can affect their performance and that of their colleagues (Park 2007). 	Comment by Consult: PG NOS OR PG RANGE FOR THIS QUOTE?

<txt>
The aim of counselling at workplace is to assist with developing a solution to the triggers of anxiety, fatigue and stress by utilising therapeutic processes. This process will not only benefit the employee but identify a solution that will improve their esteem and lift their demeanour by creating a positive outlook on their daily or even routine tasks. A drive to increase counselling within the organisation is rapidly increasing as these sessions have been proven to promote the well-being of employees, which in turn increases productivity and efficiency.
According to the Statistics Canada General Social Survey (GSS) studies have shown that: 
<extr>
Job stress is increasing at an alarming rate, 25% of working Canadians are affected by stress, while 60% of workers attribute their main source of stress to their job. Ongoing stress leads to exhaustion and apathy, often resulting in a lack of productivity and psychological burnout. EAPs can help prevent this, by providing employees with critical support before their stress snowballs into a crisis (2019). 
<txt>
It is therefore saying that counselling helps with the following:
· access to a qualified counsellor/ practitioner
· identifying and clarifying issues
· assessment via decision making to remedy solution
· promoting a positive work environment
· assessment of stress management
· increase in productivity
· reducing turnover rate, by increasing retention rate
When employees have no outlet to explore their personal and work-related issues, they become distracted and consumed with their burdens, which leads to a less creative and productive environment. The benefits of counselling are tremendous to the development and maintenance of human resources, which are lead drives in the success of organisations.

<a> Limitations of workplace counselling 
Employee Assistance Programmes are implemented in the hope that employees would benefit from the perceived advantages that the service is known to offer. However, there are direct “disadvantages such as employee perception of confidentiality, effectiveness and results of employee assistance and misuse of EAP services” (Mayhew 2018). The following factors are limitations to the successful implementation:
Cost of implementation. In business, decisions are made based on the return on investment and the cost associated with expenses. Many organisations fail to implement counselling programmes due to the perceived cost associated with the services, with the notion that the cost may outweigh the benefits.
Confidentiality. In most organisations employees divert from taking part in workplace counselling due to the nature of the process. Many employees believe that the  programme was implemented by the organisation to watch and report on the sessions. Therefore, employers are implored to provide services that maintain strict confidentiality and only report if they obtain information that an employee may present an imminent threat to themselves or other individuals. Any breach of these assurances will cause employees to lose trust and faith in the  programme.
Misuse of services. Misuse goes hand in hand with confidentiality where organisations utilise the services offered to obtain personal and private information on employees. However, there are situations where the employees themselves are the individuals who misuse the services to escape disciplinary actions. Employees are suspected of  taking part in the programmes as a cover for poor performance and to avert suspension or termination, citing personal or work-related challenges which prevent them from completing their assignments.
Perceived stigma. In many cultures people who participate in counselling are mentally unstable (crazy), and so many people overlook the benefits associated with the process because they don’t want to be judged. The stigma that is also associated with counselling places a mental block on clients’ minds and causes them not to enjoy the fullest benefits from the services because they withhold information.
Level of effectiveness. If carried out effectively counselling should provide a wide range of improvements and growth for clients. However, if the process of counselling is not carried out properly, it may lead to negative repercussions. Therefore, the benefit of the  programme depends on the effectiveness of the counsellor and the process. Hence, it is recommended that the professional hired meets the criteria of a professional in the field, an expert who is trusted and effective. If the process is not carried out in an effective manner where all the codes of ethics within the profession are followed, it may lead to detrimental side-effects for the client and, further, utilising therapeutic methods that are appropriate to the situation may derail the process and the outcome. 


<a> Conclusion
Employee well-being programmes refer to a structured mechanism that the organisation uses to prevent or decrease stressors relating to the work environment. Employees’ well-being at work reflects the relaxing of organisational stressors, which is associated with the positive experiences of social and healthy relationships. “There is much that can be done to boost physical and mental health in the workplace, and in doing so organisations will flourish and reach peak performance” (How organisations can manage stress in the workplace 2019). An important contributing factor is workplace counselling. A key consideration is that the employee’s state of mind or health is considered as contributing to the organisation’s bottom-line. 	Comment by REF: Cite author, if applicable, with date here if applicable. ADD full publication details to References
Part of that well-being is ensuring that the necessary mechanisms or  programmes are created and implemented. Therefore, it is important that management or the human resources department create the right programmes based on the organisation’s culture. Whether they contract a trained in-house counsellor, trained external counsellor or “outsource” these services to a licensed counselling practitioner, the programmes must be appropriately crafted and firmly based on the employees’ needs. Workplace counselling provides an avenue for employees to express their emotions or feelings, whether in relation to work or other aspects of their lives. It is important that a work-life balance is promoted within organisations as a means of ensuring the stability of employees’ psychological state. Though there may be barriers to workplace counselling, it is essential that organisations take a proactive approach to “breaking down” these barriers, which will positively impact their bottom-line. 
Essentially, workplace counselling is of paramount importance in ensuring and maintaining employee well-being. However, whichever programmes are implemented must ideally have its basis in the culture of the organisation, must be communicated to the employees, and must have the employees’ well-being at its centre and as its primary objective. 
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Chapter 6
The Manager as a Workplace Counsellor

<a> Introduction and Overview 	
**The Manager as a Workplace Counsellor: A Multifaceted Role**
In the ever-evolving landscape of business, the role of managers has expanded beyond the traditional responsibilities of planning, organizing, staffing, leading, and controlling. Contemporary managers often find themselves wearing the hat of workplace counsellors. As employees navigate both personal and professional challenges, these issues invariably influence their performance and overall productivity. Hence, the modern manager's role becomes a blend of mentorship, consultation, mediation, teaching, and guidance. By recognizing individual nuances among their team members, managers can offer tailored support when challenges arise. However, the appropriateness of managers stepping into counselling roles has been a topic of contention. There's a valid concern regarding their qualifications, and some argue that this delicate task should be reserved for trained professionals. 
This chapter delves into the pivotal role of workplace counsellors, emphasizing the benefits they bring to an organization. We'll also explore the reservations about managers' suitability for the counselling role. Essential skills that managers need to be effective counsellors will be underlined, along with the ethical considerations they must keep in mind. Balancing the dual responsibility to their teams and the broader organization often presents a dilemma, and managers must deftly handle this tightrope. Additionally, we'll provide a glimpse into the life of a Jamaican workplace counsellor, offering a unique perspective on the intertwining roles of managers and counsellors.By virtue of their roles and responsibilities, managers are required to carry out a variety of tasks on a daily basis. The traditional roles of managers include planning, organising, staffing, leading and controlling. Increasingly, managers are now required to conduct counselling at the workplace.  Employees while at work are facing a variety of both personal and work related problems which impact their performance and productivity. The role of managers and supervisors is multifaceted and includes mentoring, teaching, consulting, mediating and providing advice to their supervisees. Counselling enables managers to help employees better manage stress which allows them to carry out their work duties more effectively. Managers should be observant of their employees knowing each individually to better understand them in order to provide support when the need arises. However, it has been widely debated that managers may not be qualified to conduct counselling and it should be left to the professionals. 
In this chapter, the need for the workplace counsellor and the benefits to the workplace will be highlighted along with some of the arguments against the manager conducting counselling within the workplace. The necessary skills for a manager to serve as an effective counsellor will be discussed. The manager when conducting counselling will face certain ethical issues which must be addressed and there are also some constraints which will affect the way in which managers carry out the counselling function. Managers have significant influence on the team they lead, and their conduct should therefore reflect this and seek to create a positive impression and model ethical practices. In addition to the moral support managers and supervisors are expected to provide, they also have a responsibility to their organisations and are often challenged with striking that balance. A synopsis of the life of a Jamaican workplace counsellor will be shared which will provide some important insights into the role of the manager as a workplace counsellor.

A-head 
Relevance/ Rationale of the Workplace Counsellor
B-head
The Need for the Workplace Counsellor
A critical area that employers have been focusing on in recent times is their employees’ well-being. Employers now realise that a fully functional workforce is one that is supported and given the resources to optimise their potential and efficiency which will contribute to the overall success of the organisation. In 2012, the American Psychological Association's (APA) Stress in America Survey revealed that 65% of Americans reported work as a top source of stress (APA 2016, as cited in Saliba & Barden 2017). When employees face high levels of stress which affects their work performance, one way of addressing the issues is through workplace counselling by the managers of these employees.  In the article titled “Step into my Office” published in the Jamaica Observer, Frazer (2019) states: “In high-stress vocations, such as the security forces or health services, it is critical that team members not only feel empowered to express themselves in a safe and confidential environment, but have ready access to counselling, and if necessary professional treatment.” Employees face a variety of issues which relate to personal stress, financial problems, retirement/redundancy, personal relationships, organisational stress, work relationships and psychological trauma which affects them mentally, emotionally and even physically and has negative effects on their performance in the work environment.
These issues in turn affect organisational performance in a variety of ways including, high levels of absenteeism, increased staff turnover, low productivity, poor morale, decreased worker commitment, poor industrial relations, imperfect customer relationships, and difficulty in retaining or recruiting good managers (Matolo & Mukulu 2016). As a result of their stress levels, some employees develop medical problems such as high blood pressure which must be treated. This in turn is a cost to the organisation as some organisations have a contributory health care plan which means that a part of the burden of care rests with the organisation. When employees are sick or absent very often, the tasks associated with their job must be covered by another staff member who may become frustrated and unproductive as they become even more overburdened. Some employees may even resign from the organisation due to the high stress jobs they were performing. They could also paint a negative picture of the organisation to potential employees. The organisation will also have to incur costs to replace the employees who have left and the gap between the vacancy and the hiring of a new individual will place even more stress on the current employees.
It is critical that the organisation consider whether to implement workplace counselling as a way of assisting employees to achieve their full potential. Managers work with employees on a daily basis and would better understand the struggles that they are facing and would be able to work with them using appropriate strategies to solve the issues. Managers are needed as workplace counsellors to ensure that the entire organisation is functioning effectively. If managers are able to assist employees through counselling, this will allow employees to better handle the issues they are facing and create a better environment for them at work which will in turn increase productivity. Organisations must remain competitive in the fast-paced global business environment in which they operate and must find ways of ensuring that employees will be able to propel companies forward since they are highly motivated and are functioning effectively in the work environment.

<b> Benefits of Workplace Counselling 
According to Mazzitti and Sullivan–EAP (2017), “The benefits of workplace counselling for employees include… a safe space to talk about their problems, helping employees to better understand themselves, establishing or improving coping skills, developing effective solutions to problems and learning to look at issues with a more positive outlook and different perspective.” Learning coping skills can ensure that employees will not be stressed each time that they are faced with new or uncomfortable situations. They will also be better able to handle changes which are taking place in either their personal or professional lives. When employees are able to resolve their problems and issues, they will be able to be fully engaged at work. The manager therefore has a role to ensure that they provide that welcoming environment where employees are free to speak to them about the issues they are experiencing since the manager understands the benefits of counselling employees.
Importantly, workplace counselling benefits the organisation in various ways including lower levels of employee absences and improvement in productivity and the completion of job tasks. According to Kaila 2005 (as cited in Matolo & Mukulu, 2016: 229), “Counselling helps employees cope with problems and thus there is an assumption that it should improve both organisational performance and employee performance since the employee becomes more cooperative, worries less about personal problems or improves in other ways.” 	Comment by REF: Please ADD to refs. Kaila (2005
Employee absences are used as an indicator of the effect of psychological and social problems on attendance. Employees may absent themselves from work when their stress levels are too high or they are ill and seeking treatment. When employees are absent, work is not completed in a timely manner and this can have ripple effects throughout the organisation such as customer orders being left unfulfilled or late, which can affect repeat business. The customer is at the heart of any business and customer satisfaction is paramount to the success of the organisation and its future growth. The cost to the organisation is lessened when employee problems have been addressed through interventions such as workplace counselling by managers. When employees are able to manage their stress levels, they can better focus on the job and are more innovative, creative and complete assigned tasks within deadlines.
The manager interacts with the members of his team daily and, at the very least, can show care for employees by practising active listening and allowing employees to share their anxieties and fears. Employees who are facing various challenges and are stressed, anxious and unhappy will not give of their best to the organisation and are unproductive.  It is in the organisation’s best interest to implement measures to improve productivity, and allowing managers to conduct counselling is one of the ways in which the organisation can sustain high levels of employee performance, achieve business targets and goals and increase employee commitment. Through workplace counselling by managers, job satisfaction of employees can also be improved. Working within a caring, healthy and supportive work environment can increase the motivation of employees to come to work each day and to give a higher level of service to the organisation.
Counselling by managers in the workplace also assists employees to handle changes taking place within the working environment. Organisations, while striving to improve their competitive advantage, implement various strategies which will affect the lives of their employees in many ways. Some of the strategies include restructuring the organisation which at times will involve downsizing and redundancies. Automation of job functions will also occur along with the implementation of new technologies. With a new vision and mission being developed to chart the way forward for the organisation, employees will have to change their behaviours and thinking to be able to meet new requirements. Performance requirements will also be changed to support the new thrust of the organisation and employees may need to meet even more challenging work objectives and targets in order to get extrinsic rewards including incentives. These changes will therefore add a new layer of stress to some employees. Workplace counselling by managers is therefore a critical factor in providing a space for employees to discuss their concerns and to develop strategies that will assist them to perform effectively in this new environment. The manager will be able to support the employee through active listening and to provide information and also lessen the impact of rumors and the grapevine which will allow the employee to be more productive at work. If downsizing occurs, the manager will need to provide counselling to the employees who have remained with the company since they may experience anxiety and stress as a result of the changes which have taken place.  These employees would have lost work friendships and may even be required to complete new tasks and there would be the ever present fear that they could still lose their jobs and the means to support their families. The manager-counsellor would be able to assist the employees to handle the transition and the new operations of the company by informing them of coping strategies which are available and providing critical information to lessen their anxieties.
Mazzitti and Sullivan (2017) state that: 
<extr>
While workplace counselling can be helpful to employees there are many benefits to employers such as: improved employee performance, leading to productivity gains, decreased employee absenteeism, lower turnover rates among employees, productive ways to handle sensitive situations or staff members with problematic behaviours and establish a reputation as an employer that cares about staff. 
<text>
Employers who support managers conducting counselling will have employees who are in a better state of mental health and will be able to focus on their duties at work and to carry them out more effectively with less supervision. When the organisation is portrayed as caring and as having the employees’ best interests at heart, employees will be more loyal and committed to the organisation. This will translate into a higher level of employee productivity and satisfaction and a lower level of employee turnover – which may otherwise be a cost to the organisation if it became necessary to recruit, select and train new employees.  The organisation will be able to see increased profits through a larger customer base and greater levels of effectiveness when employees are operating optimally at work.
While there are many benefits to managers performing the counselling function in the workplace, some researchers have asserted that this function should be left to the professional counsellor and that the role of manager and counsellor is conflicting. According to Nixon and Carroll (1994), “it would be incongruous for a manager to counsel an employee and then move into a pay-related appraisal interview” (p.12). In this instance, the manager would be playing roles that are at cross purposes. The manager functioning as a counsellor would hear information for example concerning issues which may be affecting the employee in both work and personal life. The manager would have to be able to put aside this information to ensure that it would not negatively affect the employee during the appraisal and in reviewing the employee’s performance. In this respect, managers should not be involved in counselling since they possess power over the employee and are able to exert control based on the knowledge they possess. The employee while receiving counselling should feel safe to disclose information and to know that confidentiality will be maintained. There are also challenges which exist in the employee-manager relationship when counselling is involved. The manager would not be able to completely turn off the manager role in counselling sessions, and this can change the way in which counselling is carried out since the manager would be responsible for achieving the goals of their Unit and the performance of the staff may affect incentives and bonuses which the manager will receive. In the case in point, the managers may act in their own self-interest instead of focusing on the employee who has come to discuss the issues which are affecting them significantly. 	
During counselling, managers should not have hidden agendas such as trying to find out personal information about an employee rather than genuinely being concerned about their welfare and arriving at solutions to their issues. Employees would feel betrayed if they should learn of this and the working relationship would be affected. The employee may even feel a greater degree of stress as a result of the actions of the manager which may create a situation which is even more challenging for the employee. Additionally, Ray (2011) states: 
<extr>
managers must understand the limitations of what they can offer within the counselling parameter. They have to understand that counselling is a process which does not take place accidentally. It is effective when it is properly planned and organised. The manager’s lack of time or skill can impede the counselling process.  	Comment by Consult: PAGE NUMBER OR RANGE?
<text>
In this respect, managers can cause greater harm than good to the employees that they are counselling if it is not carried out effectively. Managers must be exposed to or have the necessary skills to conduct counselling and to understand that they are providing an important service to employees.
Additionally, similar to how managers may not be able to perform the counselling function effectively, counsellors may also be affected when they have other roles to perform. In their study, Jordans et al. (2007) reveal that when counsellors were performing other duties within an organisation, “for some these multiple responsibilities were compatible with the counselling activities (eg., conducting training courses or awareness programmes), but for others they were distracting (eg., maintaining office logistics or administrative work) or even incompatible (eg., management functions)”. In these sense, managers should perform the duties that they were hired to do and counsellors should perform their jobs to ensure successful outcomes for their clients. The job of the manager would be, in essence, to manage their units and departments and to ensure that they are operating as intended instead of taking on additional tasks such as counselling while not being professionally trained.
The question to be answered therefore is whether managers are fit to carry out counselling of employees and whether they should only practise in the areas in which they have received formal training such as accounting, marketing and operations, to name a few. Overwhelmingly, the benefits of managers conducting counselling within the workplace outweigh the negatives since there are positive results for not only the employees but also the entire organisation. The positive benefits contributes to the financial sustainability of the organisation since more productive, efficient and motivated employees contribute to the overall growth and development of the organisation. The manager as counsellor assists employees to arrive at solutions to their issues and challenges and to create a space within the working environment whereby employees can lower their stress levels and improve their mental health.  Navare (2008) states that:
<extr>
A counsellor can help in leveraging core capacities of employees. Can help create a culture for greater synergy in organisational learning and development. Can help employees increase their self-awareness regarding their thinking patterns and behavioral tendencies so as to make them more effective as an individual and in turn effective in their job also. 
<text>
Through workplace counselling by managers, employees can implement changes in their lives which will positively impact their performance at work. Counselling can assist employees to develop a better work-life balance and to make a greater contribution to the organisation which has invested in them.
The negative results of managers conducting counselling could be addressed through training to ensure that managers possess the required knowledge and counselling skills in order to be able to prove to be effective counsellors to employees. The training would also allow managers to be aware of their limits and competencies and to be able to make the necessary referrals when needed. It would enable them to address matters such as the importance of confidentiality and privacy of the employees but also to be mindful of the roles they are performing and to act within those boundaries.
Overall, managers should undertake counselling of their supervisees as this will allow them to perform optimally both in their personal and professional lives. Therefore, the skills needed by managers to conduct counselling effectively must be discussed as should the environment in which they operate. Managers must deal with ethical issues mentioned previously and also constraints which affect how they are able to carry out the counselling function.  

<a> The Workplace Counsellor
<b>The Manager as a Counsellor 
There are many reasons why today’s managers are turning to counselling as one of the methods, among many, of caring for their teams. Managers feel responsible for the welfare of their workforce. More and more employers realise that productivity and passivity do not go hand in hand; only a healthy and vibrant corporate environment can produce results (Ray 2011). Many employees may believe that the manager will only want to talk to them about performance related issues and at times are reluctant to speak to the manager because they believe that the outcome will only be negative and not beneficial.  It is therefore critical that managers change this view by employees by displaying interest in the overall well-being of the worker and creating an environment where the employee feels free to visit their office to talk about the important matters that are affecting them mentally. Some employees may share deep and varied issues in their attempt to get assistance and resolutions to their problems. Importantly, managers should strive to ensure that they do not take on the issues raised by the staff members and become so overburdened that they are not able to perform effectively at work.  Managers should not internalise the problems of the employees even though they may share the same environment and encounter each other daily.  The manager should seek to ensure that they support the employees and assist them to develop solutions, but they are not ultimately responsible for the choices that the employees make. According to Ray (2011), “Since much of their managerial time and many of their tasks are involved with managing people, they are propelled to take counselling role not exactly as professional psychotherapists would do but understanding the basic human behaviour and enabling or improving communication by interacting positively with others”.  During counselling, it is important that the workplace counsellor understands that the individual’s interactions outside of the workplace will affect his/her performance within the workplace. Hence, the counsellor should look to help the human being instead of the employee.
	Managers are privy to first-hand issues faced by employees which are likely to enable them to better relate to their challenges which may aid in the effectiveness of the help they offer to the employees to overcome them. Counsellors who understand the challenges experienced in contemporary workplaces are in positions of influence and have a responsibility to support their clients to function effectively. They also have the opportunity to influence organisations and encourage changes that will support healthier workplaces. This is a professional and ethical responsibility that should not be taken lightly (Adamson, Agee & Elder 2018). The manager, in requiring employees to perform effectively and to meet various targets and objectives, should create a supportive work environment to assist the employee to be successful.
Ajila and Adetayo (n.d.) posit that in a counselling session there may be instances where a workplace counsellor merely needs to be a facilitator and allow the employee to make his/her own decision or to solve their own problems. This is called Client-Centred Therapy, and is self-explanatory. Employees appreciate that there is someone available that they can speak with and to discuss the various ways to look at their situation, but ultimately the employees themselves will be the ones who make the best decision to address their problems. The therapist or the counsellor plays the role of just a helper but a helper on an equal footing. For effectiveness and consistency of workplace counselling by managers within the organisation, a structured framework or guide should be developed which could incorporate the organisation, the counsellor-manager and the employee. The aim of workplace counselling is to provide help to the employee who must be at the forefront of this model and should be effectively supported. The organisation must display its support for managers utilising counselling within their respective departments and its concern and interest in the overall mental health and wellness of its employees.
Although the workplace counsellor provides services on a daily basis to employees of the organisation, they themselves are also employees and face their own stresses. The workplace counsellor must at all times be providing effective assistance to employees, but their mental health is also critical to the success of any  programme for employees. Workplace counsellors must also admit to themselves when they do not have the requisite competencies and skills to assist the employee in some situations and must make the necessary referrals in such circumstances. The manager as counsellor must be able to manage the duties attached to their professional positions within the organisation along with their counselling functions. If the manager is in charge of a large team, he or she may have to structure the time to see employees or their own work may suffer and they may become less productive since the focus is on helping the employees to deal with their problems and challenges. The manager must be able to strike a balance and to remain effective within the organisation.

<b> Skills / Qualities of an effective Counsellor-Manager 
The counsellor-manager is a professional in their respective fields but while performing the counselling function, they must possess certain minimum qualities and skills. This will enable them to effectively assist the employees in their units, sections or departments. Workplace counsellors must be able to assist employees in developing solutions to their issues. Training and skills in rapport building, demonstrating empathy and helping others achieve their goals are critical to this process. One of the most important skills which is needed by managers is listening. The counsellor should allow the employee to explain fully what his/her concerns are, with the use of open-ended questions. This will allow the manager to get a full understanding of the challenges and issues and the accompanying emotions which employees are experiencing in order to be better able to assist them. On the other hand, the employee must feel that when they are speaking to their managers about the various issues which are affecting then, they are receiving their attention and they are interested in and empathise with them. Effective listening creates the environment for the employee to be comfortable sharing with the manager. The manager should also use techniques such as paraphrasing, questioning (open-ended questions), probing and summarising to delve into the issues the employee has raised and to collaborate with them to develop appropriate solutions.
Another important skill or quality a counsellor should have is empathy. Oudtshoorn and Summerfield (1995) describe empathy as “more of a core quality than a skill”. They argue that empathy involves “listening carefully, understanding core messages, and communicating that understanding accurately to the client”.  Therefore, this quality helps the counsellor to effectively relate to the client and builds trust between them. A counselling session may result in employees becoming emotional as they explain their issues. Such situations call for the counsellor to have the skill to allow emotions. Bryant-Jeffries (2005) submits that there is so much to the skill of empathy than simply letting the client know what you understand from what they have communicated. Instead counsellors should let the client feel that in that moment they are present and striving to be an understanding companion. 
When employees access counselling, the workplace counsellor must ensure that they understand the needs of the clients. According to Tehrani (1998), during the initial assessment with the employee, the following questions must be answered by the counsellor: “First, what is the nature of the problem? Is there a lack of knowledge, a lack of personal skills or a personal block preventing the employee from dealing with the difficulty directly by themselves?” The manager, using the necessary skills that have been developed should be able to determine if there are factors at work which are affecting the employees’ performance. At times, employees may not have the required resources that they need or have not been properly trained to carry out their job functions. Some employees are also uncomfortable using new technologies and systems and this affects their performance. The manager can then seek to put solutions in place to effect changes such as training. If the problems are personal or family related, then the manager may be able to only provide advice. Importantly, if the manager cannot assist the employee to resolve the matter such as if there are financial issues or a medical condition, the employee must be referred to the appropriate source to receive the necessary assistance.

<b> Ethical Issues faced by Counsellors in the Workplace
In carrying out their duties within the workplace, counsellor-managers will deal with many employees who are facing various issues and who have come to seek solutions.  During the course of their counselling sessions, the workplace counsellor may face a variety of ethical issues and dilemmas. Managers are required to deal with a number of employees and different relationships at the same time and conflicts can arise between the competing demands. When this occurs it is essential that the manager understands their role and maintains the boundaries between individuals and the organisational relationships since they are also employees.  Like any other helping profession, the issue of ethical conduct is deemed very important as unethical behaviour affects the integrity of the counselling profession and violates the standards which have been set. While providing help to the employee, the manager is expected to have the employee’s best interests at heart.  However, this is likely to be affected by the dual role of the counsellor-manager, that is, their obligation to the organisation as well as that to the employee. This gives rise to the concern of confidentiality and places the manager in a difficult situation in deciding to share  information with the organisation outside the prescribed limits of confidentiality such as if the clients are posing a threat to themselves or others or if they need to be hospitalised. 
Confidentiality and the information which is shared by employees should be held in the strictest trust. However, managers at times face ethical issues when employees reveal certain information that the organisation should know about. This may include medical issues which are affecting the employee –– issues such as alcohol abuse or any other forms of substance abuse, or even the reasons why employees have not been performing at a consistently high level. The trust between the employee and the manager would be broken if certain pieces of information were to be shared with other people in the organisation –– and this can negatively impact the working relationship. The manager-counsellor is at times divided between loyalty to the client and the organisation which pays his/her salary. The ethical issue which must be addressed is: who exactly is the client or who should the manager remain loyal to? Is it the employee who is facing the challenges and have come for assistance or is it the organisation which has employed the manager.
	Sugarman (1992) highlights five focal points for the counsellor to tackle as far as ethical issues are concerned. These include 1) identifying the extent to which the aims of the organisation compromise the counselling ethical foundation; 2) identifying any point at which the counselling benefits the organisation at the expense of the employee/client;  3) negotiating what is meant by the term “confidentiality” and the conditions under which it will and will not be maintained;  4) identifying any point at which the organisation exceeds its right to control aspects of the employees behaviour should be tackled by the counsellor; and 5) finding out whether the resources are sufficient and appropriate to doing more good than harm, and assessing the various ways in which the origins of the resources compromise the aims of the service. Identifying and taking steps to eradicate these unethical practices are of great importance in ensuring that the quality of counselling is not undermined as the manager looks to help the employee address their issues for the greater good of both the individual and the organisation. In other words, a balance must be struck between setting out to achieve effective workplace counselling and ensuring that unethical issues do not creep into this process. The organisation must clearly disclose its intent in supporting counselling by managers and ensure that the counselling which is carried out helps the employee holistically.

<b> Constraints Faced by the Workplace Counsellor
There are many factors which affect how successfully managers will be able to perform the counselling function within their organisations. A study conducted by Matolo and Mukulu, (2016) concerning counselling at Kenyatta University in Kenya revealed that there were certain challenges which affected the utilisation of counselling as the staff cited “... they felt that going for counseling services is exposing their privacy and majority cited lack of confidentiality which led to some members of staff not really utilizing the counseling services, and majority cited the fear that their challenges will be disclosed”. Since managers conduct performance appraisals, some employees may feel that the information they share could be used against them and they may receive low marks or miss out on incentives such as bonuses and promotions. In this case, employees would be concerned about the role conflict which would exist. On one hand, they are to share matters of a personal nature and on the other, the manager will be assigning grades for different aspects of their performance. In this case, managers must be impartial and non-judgemental when they are conducting appraisals since the employee has shared information with the assurance that it will be held in confidence and will not be used against them. Employees would also be concerned that the information that they share could be passed on to other employees or managers in the organisation, which could create an uncomfortable atmosphere at work. After these considerations, some employees will decide that they will not talk to their managers about the issues that they are facing. This can cause their work performance to deteriorate even further and they could end up losing their jobs since the manager would not understand the reasons for their lack of performance. The manager therefore will have to ensure that they understand the different roles they play within the organisation and their responsibility to ensure that if employees decide to access counselling, the manager must act in the best interests of the employee to have the matter addressed.  For these reasons, employees may be more receptive to external help as they feel more assured that confidentiality will be maintained and victimisation eliminated. 
	Despite management's commitment to workplace counselling in many organisations and its attempt to share this information with all staff members, many employees will not take advantage of the service offered for varying reasons. Some of these reasons include the belief that counselling is a waste of time and cannot help their situation, or that only “crazy” or mentally ill people need counselling. Staff members may fear the reaction of others in the organisation if they learned that they have started counselling. It could be seen as a sign of weakness and that the employee is unable to manage the situations that they are facing. In the competitive work environments in which employees have to function and perform at a high level, some employees would fear that information of this nature could affect their growth and promotion opportunities and that management would lack confidence in their abilities. This could have wide-ranging effects and could affect the employee financially and cause even further distress. It is important for the management of organisations to create a culture whereby there is no stigma attached to counselling and the process is seen as a way of ensuring that employees can manage their jobs and their lives in a more effective way. Programmes aimed at sensitisation or training staff on the importance of counselling and its effect on stress reduction and improved productivity and performance must be introduced in work places along with ensuring the managers possess the necessary counselling skills.
	Counselling and the helping professions have been scrutinised and criticised, and as disclosed by Egan (2007), “some critics have expressed grave doubts about the very legitimacy of the helping professions themselves, even claiming that helping is a fraudulent process, a manipulative and malicious enterprise” (see, for example, Furedi 2004; Masson 1988; Milton 2002; Sommers & Satel 2005). Masson went so far as to claim that “in the United States, helping is a multibillion-dollar business that does no more than profit from people's misery”.  This perspective, if shared by members of the organisation would significantly affect the job of the workplace counsellor. Both the organisation and management would have to engage in activities to dispel these notions among employees and help them to understand that the organisation wants all of its employees to live a fulfilling life and to address issues that are affecting them whether they are work related or personal. Also, it is important for employees to know that managers care about the welfare of their staff, and in conducting counselling have not levied a fee since the concern is for the wellness of staff members. The manager while working and counselling staff will have to show genuine care and interest to ensure that staff members will feel comfortable to open up to them about the issues affecting them.
      		Carroll (1996)  affirms that workplace counselling can be too easily used by an organisation to shelve its responsibilities towards employees, especially with regard to stress. He explains that a report done by the London Hazard Centre revealed that workplace counselling is being used to shift the focus from the stressful work environment that is created by the employer to the client who is buckling under the stress. Moreover, he argues that another constraint faced by workplace counsellors is that in some cases the counselling facility is not fully integrated into the organisation. The work environment increases the stress levels of the employees; however, some employees have better coping strategies and are able to continue functioning effectively. Other employees however, require interventions such as counselling by managers to optimise their performance and to help them strike a balance between work and personal life. The organisation in its pursuit of financial sustainability and competitiveness must accept that employees are under strain to meet targets and therefore require fully integrated organisational support to maintain their performance.
	Workplace counselling is a tool that is most effective when it is completely incorporated into the running of the organisation, due to its importance in alleviating workplace issues. If it is utilised only to a certain degree, then the benefits of such a tool will not be maximised. The failure to fully integrate workplace counselling in an organisation might be linked to a lack of trust in its effectiveness. As Akoth (2014) reveals, “the effectiveness of workplace interventions is often questioned, especially by those who hold the purse strings in their organisations. Employers rightly want to know whether the investment they are making by supporting their workforce in this particular way is justified by its results.” The organisation must therefore understand the benefits of counselling for its employees and the important linkage to productivity and the financial stability of the organisation. There should not only be financial concerns but the organisation should be concerned about the well-being of the people who come to work each day and give of their service to contribute to the success of the organisation. If employees are unable to work due to the unhealthy nature of the work environment then this can affect the organisation significantly. Employees may leave the organisation taking their experience, skills and knowledge which can affect the continuity of the services offered by the organisation and in turn customer satisfaction and profits. 
	Another challenge that workplace counsellors face is the lack of confidence that may be placed in them by employees who may see specialist counsellors or psychologists as having more knowledge and expertise in counselling than the manager-counsellor. The specialist counsellor’s main area of focus is to provide expert help to individuals who are faced with psychological/emotional challenges. This level of expertise will command a greater level of respect than that of the manager-counsellor, who might not be as seasoned. It is therefore critical that all managers possess the necessary skills to ensure that the counselling process remains effective and is utilised by staff members.

<b> A synopsis of the life of a Jamaican Workplace Counsellor 
An interview was held with a manager who is head of a Unit in a Department staffed by nine full-time and seven part-time members at a tertiary educational institution in Kingston, Jamaica. The Unit falls in the field of information technology and employees serve in supervisory, technical and administrative roles. The Unit head has worked in that capacity for 12 years and has developed a good relationship with the members of her team.

<c> Beliefs About Counselling by Managers
First, the Unit head shared some of her views about counselling and its role in the workplace. She informed us that “at its heart, counselling involves listening”. The manager would listen to the employee and give advice or counsel them, and this could help to solve the problems they have come to discuss. She informed us further that staff members would visit her office to talk about matters affecting them. She would also at times visit their office spaces to talk to them if there is a need. She did not feel that team members were interrupting her or being a bother when they visited her office to discuss their problems.  
	However, Mrs Williams was quick to inform us that all answers to problems, issues and challenges do not reside with the manager and as such, she believed that managers should refer the employees to others who may be better able to assist –– for example, in matters of a financial nature. She believes that managers should use their network of contacts and institutions and share these with the employees so that they are able to access expert assistance –– for example, from organisations which provide advice and support on substance abuse. She felt that counselling involves “deep matters” and at times employees may not undergo professional counselling even though the necessary referral has been made; nor do employees even to speak to other managers within the Department. 

<c> Skills Needed by Managers
It was revealed that managers functioning as counsellors do need certain soft skills which some of them may not possess. Managers therefore should receive some training to develop counselling skills. The Unit head believed that some of the skills which were important for managers to possess included listening, interviewing, asking the right questions, communication, being genuine and showing that you care, and being empathetic. She also shared the experience she had of feeling so drained after counselling some employees that she could not fully function at her desk afterwards, and said she believed that this is one of the drawbacks of performing the manager-counsellor function.

<c> Counselling Functions
One of the ways in which the Unit head tries to assist and support her team members is by suggesting that they take time off from work to deal with the issues that they are facing. She informed us that at times the issues were personal and so affected the staff member’s work-life balance. Again she stressed that she will counsel up to a certain point since managers are not fully trained as psychologists are. Some of the issues that staff members spoke to her about included financial matters which affected other areas as, for example, the case of the staff member who took his child to work during the summer holidays because he was unable to afford daycare services. In this case, the staff member and the manager worked out a schedule for vacation leave which allowed the staff member to address his child care needs. 
Other issues which required her counselling services outside of everyday matters involved a staff member who was going through a divorce. The personal and family stress that some staff members experienced would be displayed in different ways –– such as not caring about the quality of their work, being more emotional, and even their mode of dress may change –– which would require the Unit head to reach out to them and provide counselling. She informed us that at times she would work at an employee’s desk just to ensure that they are able to take a break from work to deal with their issues. She did not believe that it should be expected that managers will be able to provide the same level of optimal service to the employees as the trained professional.

<c> Benefits of Managers Conducting Counselling
The Unit head revealed that the benefits to the staff members who received counselling included “a sense of appreciation of the manager for showing interest and care for their welfare –– which created a better working environment”. The staff members were happy that someone was available to speak to them as sometimes, they were at their “wits end” and were unsure of what to do. A deeper relationship is also built between the manager and the employee since the employee knows that the manager is available to talk to them and they are comfortable sharing the pressing issues affecting them. As a result of this relationship, the Unit head believed that employees were more truthful about situations such as taking time-off without speaking to her about the matter. They will share with her what is actually happening in their lives. Employees reduce their stress levels through counselling and importantly, she believes that they have learned from the situations they have faced and have overcome, and this will help them to manage situations which will occur in the future. She stated that managers have a responsibility to at least initiate the counselling process when they realise that they can assist the staff member to develop solutions that will assist them in their professional or personal life. There are also benefits that accrue to the organisation from the process –– such as the creation of a healthier workspace, as there is less toxicity and employees are less burdened and are able to perform their jobs.
Confidentiality is very important to the counselling process and the Unit head affirmed that this is the first responsibility of all managers who are counselling employees. Staff members should be assured that the information will not be shared with others and should always feel that if they need help, the manager can be trusted. Also, if staff members who need assistance see how the manager has treated other staff members, they may be more inclined to seek out the manager to access counselling.  Some team members may be unaware of resources that can assist them and the manager would be able to help with the necessary referrals in this regard. Of importance, Mrs Williams mentioned that she did not use the information shared by the staff members when she was conducting their performance appraisals; she believed in the “here and now” as the matter does not need to be brought up in the future. She did not believe that as managers, the counselling offered to each employee should be continuous or long term as she was not equipped to handle that process. However, she was prepared to work with the employees to address the matter as quickly and as efficiently as possible.
 Mrs Williams declared that her support for the role of the counsellor-manager was influenced by her experience in the past where she responded to a colleague’s wish to speak to her about pressing matters by referring her for professional assistance, but the individual shortly after committed suicide. She believes that managers should make themselves available as just one conversation with an individual could make a dramatic change in his/her life.

<c> Recommendations for Other Managers
The Unit head recommends that managers should seek to know their team members outside of the work that they perform as a part of their engagement with the institution, as the personal lives of employees impact their work. Managers should also be alert –– even though they are not professionally trained –– to offer counselling to staff members as needed. Finally, she suggests that managers should ensure that staff members feel comfortable sharing information with them since it will be held confidential and it will not be used to judge the staff member negatively in the future. 



<a> Conclusion 
Managers hold pivotal roles in steering organizations toward success and overseeing productive teams. However, with employees often grappling with personal and professional challenges that impede performance, the need for managerial support becomes paramount. Introducing workplace counselling as a strategic tool for growth can be transformative. By donning the dual hat of a counsellor-manager, managers can guide employees through their challenges, crafting effective solutions and setting collaborative goals.
While concerns persist about this dual role, the advantages are evident: employees with counselling access perform better, resulting in an engaged workforce within a healthy work environment. Essential to this role are skills like active listening, empathy, and effective communication. Trust in the process, backed by the assurance of confidentiality, is imperative for its success.
Ethical considerations are paramount. Managers must discern their boundaries and, when out of depth, refer employees to more equipped professionals. After all, the employees' best interests should always take precedence. As the Unit head aptly highlighted, the counsellor-manager role isn't about having all the answers but genuinely caring for team members. Emphasizing employee well-being within an organizational strategy can significantly drive its growth and success.Managers play critical roles in the operations of successful organisations and are responsible to lead a productive team. However, team members while at work may be facing a variety of issues, whether personal or work-related, which affect their performance. When employees are unproductive due to high levels of stress and anxiety, this can affect the organisation negatively.  In an effort to assist employees to perform effectively, organisations should introduce workplace counselling by managers as a part of their strategy for growth and development. Managers will be able to provide support to employees and to collaborate with them to develop the necessary plans, goals and strategies to resolve the problems, issues and challenges they are experiencing. While there are some concerns about the duality of the role of counsellor-manager, the benefits of the functions attached to the role are conclusive since employees who have access to counselling in the workplace are more productive and effective in carrying out their work functions. The organisation in turn experiences positive results such as a motivated and engaged workforce that performs well due to the healthy working environment in which they operate daily. Managers will need to ensure that they carry out the counselling role effectively by utilising skills such as listening, empathy and communication. It is important that employees trust the counselling process and believe that the organisation and the manager in particular have their best interests at heart and that there is genuine concern for their well-being. Confidentiality must be maintained by the manager to allow counselling by the manager to be viewed positively. Importantly, in carrying out the counselling function, unethical behaviour should not be practised and managers must understand the limits and boundaries of their role. 
Employees should be referred to the relevant individuals, organisations and institutions if managers recognise that they do not have the requisite competence to assist and may cause more harm than good.  At the heart of counselling is the client and in the workplace, this is the employee. When managers conduct counselling, they must at all times act in the best interests of the employee. In the previous section the Unit head advised that the role of counsellor-manager is not a simple one since employees are speaking with the manager about their personal situations and they are seeking assistance to find solutions. She declared that managers do not possess all the answers but it is enough that they display care and interest in their team members and this can make a difference in their lives. Workplace counselling by managers is a worthwhile endeavour for any organisation which has adopted a strategy that places emphasis on employee well-being, motivation and engagement as a means of driving growth, success and development of the organisation. 
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Chapter 7
Diversity in the Office and Counselling

<a>  Introduction

Today's globalized workplace is a rich tapestry, reflecting a myriad of ages, races, religions, ethnicities, genders, sexual orientations, and abilities. Within these walls, individuals from varying cultural backgrounds, each with their own unique values and perspectives, converge to create a dynamic environment that holds the promise of innovation and progress. Yet, this intricate web of diversity, if not mindfully managed and celebrated, could pose challenges related to social integration, inclusion, and overall performance.
Recent shifts in the corporate landscape underscore the imperative of acknowledging and addressing these multifaceted elements of diversity. Jackson (1993) highlights several driving forces behind these changes: the evolving demographics of the workforce, the expansive reach of globalization, and transformative organizational activities such as mergers and joint ventures. These shifts are not just altering the composition of our workplaces but are reshaping the very essence of how we work, collaborate, and innovate.

In light of this, counselling emerges as an indispensable tool for organizations aiming to harness the full potential of their diverse workforces. It serves as a bridge, fostering understanding, offering assistance, and promoting collaboration among diverse employee groups. But for counselling to truly make an impact, professionals in this field must be adeptly prepared. They must possess a deep-seated knowledge of diverse cultures, an acute set of skills tailored for diverse settings, and an unwavering commitment to promoting inclusivity. Only then can we create workplaces where diversity is not just recognized but celebrated, and where every individual feels valued, understood, and empowered.In today’s workplace, employees belong to different age groups, races, religions, ethnicities, genders and sexual orientation. There are people in full command of their physical abilities working alongside co-workers with disabilities; and there are people with differing values from different cultural backgrounds. If not properly managed with respect to diversity and inclusion, such differences can greatly affect an employee’s social integration and performance. 
The importance of addressing diversity in the workplace has gained increased recognition in recent times. According to Jackson (1993), among the forces driving diversity in the workplace are the changing nature of the workforce, globalisation of labour and customer markets, organisational restructurings such as mergers and joint ventures, which bring diverse corporate cultures together. In order to effectively manage and respond to these changes, counselling must form a part of the organisational framework within which we operate in order to better understand, assist and collaborate with members of these populations. To that end, counselling professionals must be equipped with the requisite knowledge, skills and awareness to effectively meet the demands of the diversified workplace. 



<a>The Jamaican ContextBackground
The Jamaican motto of “Out Of Many One People” is evident in many places, and the workplace is no exception. According to Gomez-Mejia, Balkin & Cardy (2007), diversity refers to “human characteristics that make people different from one another”. In elaborating a little further, Harold and Kumar (2012) state: “Diversity encompasses race, gender, ethnic group, age, personality, cognitive style, tenure, organisational function, education, background, and more. Diversity involves not only how people perceive themselves but also how they perceive others.” 
	We see it in the workplace every day: that coworker who dresses differently, speaks differently or just simply looks very different from us. Lodner and Resener (1991) grouped these likely differences into two categories: primary dimension and secondary dimension. The primary dimension includes gender, ethnicity, race, sexual orientation, age and mental or physical abilities and characteristics, while the secondary dimension includes educational background, geographic location, religion, first-language, family status, work style, work experience, military experience, organisational role and level, income, and communication style.
	According to the 2017 Economic and Social Survey, the Jamaican labour force is currently made up of 1 360 300 persons. Of this figure, 669 100 males and 532 700 females are employed. The labour participation rate for males 71.3% and 59.1% for females. The Jamaica Migration Profile (2017) showed that “Among the foreign-born immigrants, China was the main source country, and India in second place. Most foreign-born immigrants (73% of the total) worked as professionals, senior officials and technicians in  the professional and highly skilled occupational categories”. This data indicates that there is gender as well as ethnic diversity within the workplace. Empirical data on other dimensions of diversity are non-existent as it is difficult to find information as it relates to religious and educational background as well as ethnicity and sexuality. However, if our motto of “out of many one people” is any indication, the Jamaican society is full of diversity. 
	Some of the many factors that drive diversity in the workplace are globalisation, immigration trends and geographic location.  Globalisation has aided the diverse nature of the workplace, and with this factor on the rise, the market has become more competitive. This has facilitated the sourcing of cheaper labour in third world countries by international organisations. As a result, organisations have been expanding across the globe and therefore industries such as business process outsourcing (BPO) have been growing, especially in Jamaica. Business process outsourcing facilitates a number of foreign companies contracting Jamaican nationals to perform internal business processes for overseas companies. “BPO sector” (2017) reports: “With rapid expansion and new players, over 4,000 new jobs have been added within the last three years to increase employment to about 22,000”. 
	Recent immigration trends, discussed later in this chapter, have contributed to a more racially diverse population. Jamaica has seen an increase in the number of Chinese and Indian nationals who have immigrated to the country and have joined its labour force thereby contributing to a more diverse workforce.
	In addition to these factors, the island is strategically positioned between North and South America, providing ease of access to these individuals as well as other Caribbean nationals. Membership in organisations such as CARICOM encourages the free movement of persons within the Caribbean. The location of school campuses such as the University of the West Indies within the country encourages foreign students to obtain student visas to study at these campuses. Many of these persons seek employment within the island and add to the labour force diversity.

<a> Benefits of a Diverse Workforce to the Employee
A diverse workforce holds many benefits for both the employee as well as the employer and may help the organisation reach its strategic goals and objectives more easily by leveraging the unique skill sets and knowledge possessed by each employee. These benefits can be deemed as tangible and intangible as such diversity can influence a business’ reach. Workplace diversity can be seen in the form of culture, language, race, ethnicity, gender, religion, political ideology, sexual orientation, age, physical ability or socio-economic status. Diversity experts believe that heterogeneous groups can contribute more creative ideas to the mix and give businesses a more competitive edge.
	Most of the literature on the benefits of diversity to an organisation focuses on the benefits to employers and the organisation as a whole. There is little research on the benefits of diversity to the employee. Some identifiable benefits, however, include building the employees’ skill sets and competencies in addition to getting a better understanding and appreciation for different cultures. By encouraging a diverse workforce, employers provide opportunities for persons who would have otherwise found it difficult to gain employment an opportunity to do so. Inclusion fosters a sense of belonging which in turn encourages persons to perform better.
An employee will benefit from a diverse work environment as through constant interactions with each other, individuals may learn to become appreciative of different cultures. Workplace diversity also increases employee morale and causes employees to desire to work more effectively and efficiently. Diversity in leadership within a firm allows managers to bring in new skills and methods for achieving unity within their teams. Deloitte (2013) pinpoints that when employees “think their organisation is committed to and supportive of diversity, and they feel included”, their ability to innovate increases by 83%.
Diverse teams in an organisation have been proven to make decisions 60% faster than the average non-diverse team as it leads to inclusive decision making. Having a workforce comprised of people with different backgrounds, experiences and skills means the ideas generated by these teams won’t be homogenous, but will instead be innovative and creative as persons would tend more to learn from each other and share more of their knowledge with each other, which will in turn lead to self-growth and team building.

<a> Benefits of a Diverse Workforce to the Employer
Workforce diversity can bring about an increase in productivity and competitive advantage for the employer and the business. When an employer can embrace diversity among his team members, he/she will then attract a wider range of candidates to the vacancies within the company as it will be viewed as a more progressive organisation which will appeal to individuals from all walks of life. An improvement in the number of applicants for each vacancy will directly improve the chances of finding an exceptional candidate for the position being offered. Workforce diversity can also help with employee retention, which will then reduce the rate of staff turnover as people want to work in an environment where individuals are accepting of all backgrounds and promote equality. This will therefore positively benefit the employer by improving hiring results, bettering the company’s reputation and increasing profits as output would be maximised.  
Other benefits which exist for the employers include greater problem solving capabilities. By honing in on the variety of knowledge,  skills and abilities brought by each employee, the organisation is able to capture multiple ways of approaching the various challenges they may face. Employees can present novel and unique ways of solving internal issues. A study by Cox and Blake (1991) revealed that heterogeneous teams displayed a higher level of creativity than homogenous teams. Creativity can be a very useful tool to give an organisation the competitive advantage it needs to surpass its competitors. Chua (2005) supports this idea as he states: “The more your network includes individuals from different cultural backgrounds, the more you will be creatively stimulated by different ideas and perspectives.”
Another benefit associated with diversity is improved organisational performance. Ozbilgin and Tatli (2008) found that there was a positive correlation between successful diversity management and improvement in organisational performance.  Hunt, Layton and Price (2015) note: “This correlation does not prove that the relationship is causal—that greater gender and ethnic diversity in corporate leadership automatically translates into more profit—but rather indicates that companies that commit to diverse leadership are more successful.” With diversity comes creativity and innovation as persons from a variety of educational backgrounds and experiences are bringing their knowledge, skills and abilities into an organisation. This increases the brain storming capacity of the workforce.
Adler (1991) asserts that “a multicultural organisation is better suited to serve a diverse external clientele in a more increasingly global market. Such organisations have a better understanding of the requirements of the legal, political, social, economic and cultural environments of foreign nations”.  This increases global competitiveness and puts the organisation in a better position to meet the demands of the market. One common business process outsourcing function is payroll accounting. This requires employees to be aware of the legal and economic requirements of the country of the outsourcing company. For example knowledge of specific tax requirements are needed as there can be legal ramifications if they are not adhered to. 
These industries also require interactions with foreign clients and some knowledge of various social customs may be required. Within the Jamaican context certain customs may be seen as acceptable whereas they may be deemed offensive to foreigners. This skill may be especially helpful to an individual working in the hotel industry who would come into contact with visitors from different regions around the world. Remaining competitive includes being able to relate to persons of varying ages and gender, being able to communicate in different languages, etc. The flexibility of the Jamaican workforce is one of the factors that has aided the growth of the BPO industry within the country. 
Having an internationally competitive labour force propelled by a diverse mix of individuals also creates an environment for an increase in foreign investments. A diverse workforce creates a distinct advantage and therefore creates an attractiveness to investors.



<a> The Challenges Associated with Diversity: Case Studies
Though diversity can hold a host of benefits for an organisation, it does present some challenges. A more diverse workforce means different socialisation patterns, different ways of thinking and hence more instances for conflict to take place. Being an individual who is part of a minority in the workplace can come with challenges such as stigmatisation, discrimination, marginalisation, exploitation, bullying, harrassment and tokenism. This chapter examines two case studies involving diversity in the workplace and the issues faced for those who are a part of minority groups. They explore instances of marginalisation as faced by Tamisha, and one of Barry’s many experiences with discrimination.
Let us take a look at the case of Tamisha Lee, a female farmer from Westmoreland and President of the Jamaica Network of Rural Women Producers (JNRWP). In Jamaica, farming is an industry that is traditionally dominated by males. Lee states that as a female in the industry, there are many instances of marginalisation especially where access to market, access to credit, access to land and praedial larceny are concerned (T. Lee, personal communication, July 24, 2019). These concerns have been echoed in a case study conducted by Ishemo and Bushell (2017). Lee laments that though there has been a recent increase in the number of female farmers, there are still a number of challenges being faced by women. In her portfolio as president of JNRWP, she has advocated for governmental assistance in closing the gap between male and female farmers based on the challenges she and other female farmers have been experiencing.  
Though the government has recently pledged 25 acres of land to women in Manchester, St Elizabeth and Westmoreland, as well as a subvention received for female farmers, there is still more work to be done in terms of closing the gap between male and female farmers. “Female agricultural workers receive lower wages even if they work twice as hard as the men”. This is one of the findings obtained from research conducted by the Bureau of Gender Affairs and the Gender Affairs Committee (2017). They have also noted that “Rural women do the same kinds of work as men, especially in agriculture, but because women do not own their land, their efforts are often unrecognised”,
Marginalisation is one of the issues associated with a diverse workforce. In the example of Tamiesha, the challenges that she faces can primarily be attributed to her being female. Attaining diversity can be a challenge, especially as it relates to breaking stereotypes. Some industries/ fields are highly sensitive to diversity and any attempt to create diversity may result in a number of challenges for the group that is a part of the minority. These hurdles can be costly financially, psychologically and even physically and may result in undue stress. There can be unnecessary pressure on minority groups to try to “match up” to their counterparts.
Barry Bent*, a homosexual hotel worker, faces discrimination in the workplace on an everyday basis. He recounts an episode where, while working at the front desk, another employee from a different department came for assistance. Upon seeing him, the employee asked whether there was someone else who could assist him. Humiliated, Barry went to fetch another co-worker who refused to assist, in an effort to teach the employee a lesson. Once the employee realised that he had no other choice but to accept Barry’s assistance, he complied. When Barry handed him a pen to sign for the equipment he was borrowing, the coworker proceeded to use a napkin to hold the pen. Disappointed and embarrassed, Barry avoided any further interactions with that coworker. This, he pointed out, was not the only incident which he experienced, but it is the one that stood out the most to him.
Working in the hotel industry, which sees a variety of visitors from different race, gender and sexual orientation, Barry had not expected that that environment would have been a place where he would face discrimination. He had expected his co-workers to be a little more tolerant to persons of his persuasion. Barry’s case study highlights some of the challenges associated with diversity.  According to The Jamaica Civil Society Report on the Implementation of the International Covenant on Civil and Political Rights (2016), “There are no state laws or policies which address explicitly homophobic and transphobic bullying and harassment in schools and the workplace.” In addition to this, “with buggery laws still in place in many Caribbean islands (a remnant of colonial laws), discrimination against homosexuals continues, with no legal recourse available to those adversely affected” (Stephenson, 2016).
	While we consider to encourage and improve diversity in the workplace, there has to be specific legislation and policies which are conducive to inclusion. If this is not done, then there is a greater possibility of persons experiencing bullying, harassment and other negative repercussions by virtue of them being different. However, this leaves room for organisations to develop policies of their own and to facilitate processes and procedures to redress issues such as the one Barry faced.

<a> Legislation and Policies to Combat the Challenges Associated with Diversity
In recognition of the challenges which may be faced by particular minority groups, the Jamaican government has taken a number of measures to create a culture of inclusion as it relates to the workplace. There are acts such as The Employment (Equal Pay for Men and Women) Act as well as The Disabilities Act and other legislature such as The National Policy on Gender Equality which help to eliminate discrimination in an effort to encourage and accommodate diversity within the Jamaican workplace. 
 According to The Bureau of Gender Affairs & The Gender Advisory Committee (2011):
<ext>
The Government of Jamaica (GOJ) has made a commitment to the principle of gender equality as a part of the initiative to address the unequal arrangements and long-term systemic discrimination that has worked against women and men in Jamaican society. Implicit in this commitment is the need to redress the negative imbalances that women have suffered and continue to suffer.
<txt>	
	As in the case of Tamisha, many women in the workplace may find themselves marginalised. The National Policy on Gender Equality seeks to redress this gap as consultations conducted identified that “Rural women do the same kinds of work as men, especially in agriculture, but because women do not own their land, their efforts are often unrecognised”. This isn’t the only legal framework which takes into consideration and tries to address gender equality within the Jamaican workplace as the Employment (Equal Pay) Act seeks to ensure that both men and women receive equal pay for doing the same job. Jamaica is guided by the Convention on the Elimination of all Forms of Discrimination Against Women (CEDAW).
	There is other legislation such as the Disabilities Act, which makes provision for accommodating persons with various disabilities in the workplace. According to the World Bank (n.d.) just over 1% of the 160,000 persons with disabilities are in paid employment. They also state that “Negative attitudes and prejudices surrounding the capabilities of the individual are a significant barrier to the full inclusion of people with a disability into Jamaican society.” Action to accommodate diversity must be preceded by infrastructure to accommodate it. Persons with Disabilities (PWDs) are considered one of the most vulnerable groups in Jamaica. The Disabilities Act (which has not yet been gazetted) seeks to set minimum standards for interaction and allowance for participation of PWDs. 
	Though Jamaica may have Acts which address specific elements of diversity, there is one limitation in that there exists no single Act which directly prohibits all/ most forms of discrimination. For example in Guyana, Trinidad and St Lucia, there exist legislation such as Prevention of Discrimination Act (1997), Equal Opportunity Act (2000) and Equality of Opportunity and Treatment in Employment and Occupation Act (2000) respectively, which cover numerous elements of diversity such as sex, gender, ethnicity, place of origin, marital status, etc. Organisational policies, do however, seek to fill the gap where national legislation has fallen short.

<a> Organisational Policies Driving Diversity in the Workplace
According to Goodleigh, Irons & Ying (2012), the workplace today and tomorrow is (and will be) radically different from what it used to be. Work is no longer considered one’s “9 to 5” but instead a place that could cover the full spectrum ranging from a street corner to a conventional office or a manufacturing plant to a virtual office. It is therefore of great necessity that we create a diverse set of images of people, their needs, their goals and their aspirations. The idea of belonging or sameness among workers diminishes in these organisations, hence there is the likelihood of resistance to change as employees refuse to accept the changing technological, social and cultural make-up of the workplace.
As Jamaica and other Caribbean states pursue their objective of economic success, they face a myriad of changes in the social, technological and psychological make-up of their labour markets. “It can be argued that they are in fact travelling in a sea of changes and are steering on a course that will carry them into the crosscurrents of international competition, trade liberalisation and changes in information and communication” (Goodleigh et al. 2012). Within this context, the fundamental concerns for us in Jamaica include how we will respond to these forces of change and what exactly are we changing. If we examine the area of employment policies, the solution to this is not straightforward, as global policies will not fit neatly with national situations such as those that exist in the cultural melting pot of the Caribbean. Armstrong et al. (2010) state that the degree to which an organisation understands  and embraces the benefits to be had from a diverse workforce is contingent upon the support for diversity at all levels of the organisation, i.e. operational as well as the various supervisory and management levels, and the extent to which the organisations’ policies and practices are equitably and consistently applied.
While there is no definitive number in terms of companies that are governed by a code of conduct or employee handbook, there is evidence that suggests that there are well established Jamaican companies that have developed and are guided by policies that foster the ideology of diversity in the workplace. For example, the employee handbook of a prominent oil and gas company in Jamaica states:
“Equal Employment Opportunity
Company X is committed to providing equal employment opportunity for all persons
regardless of race, color, religion, sex, age, marital status, national origin, sexual orientation or sexual identity, citizen status (except those that do not have the legal right to be employed in Jamaica), disability, military, service member, or veteran status, or any other basis protected by applicable law. We value all employees’ talents and support an environment that is inclusive and respectful.”

Similarly, the Public Broadcasting Corporation of Jamaica (PBCJ) states in its Human Resource Policies Manual: “The PBCJ undertakes equal employment irrespective of race, religion, colour, gender, age or political affiliation”.

	
A-head
 The Need for Counselling in the Diverse workplace
	
B-head 
Overview of workplace counselling

As stated by Hughes (2015), workplace counselling is an employee support intervention that is typically short term in nature and provides an independent, specialist resource for people working across all sectors and in all working environments. Giving all employees access to a free, confidential, workplace counselling service can potentially be viewed as part of an employer’s duty of care. Workplace counselling provides an empathetic, non-judgmental, and accessible avenue for employees to find the best solution to their issues. However, it is often mistaken for giving advice, which is in most cases not what is anticipated by the employee. The process involves giving an employee a sounding board to air out issues affecting them, which then allows the counsellor to offer help in finding better ways to manage such matters or help the employee work through their issues and uncover potential solutions.
Over the years, workplace counselling has remained an important tool for organisations. It is an invaluable resource for managers, as they are able to refer employees to counselling when they have identified a potential personal or workplace matter which requires dedicated attention or when they feel unable to help with a more complex problem that an employee is facing. While work-related issues, such as stress, heavy workload, bullying and difficult colleagues, can directly impact an employee’s performance, personal issues can have a similar negative impact. Employees often experience life-crisis issues at different stages in their lives. Experiences such as bereavement and loss, relationship and family difficulties, substance misuse, alcoholism and other stresses can all preoccupy an individual’s mental capacity thus distracting them from work. It is for these reasons that managers have worked closely with workplace counsellors to leverage support in handling such matters. 
Hughes (2015) offers evidence that counselling support can accelerate the rehabilitation of an affected employee, saving the organisation money in the long run. However, besides the long-term financial benefit, Mazzitti & Sullivan EAP (2017) has coined a list of advantages to be had from workplace counselling by both employers and employees.
The benefits of workplace counselling for employees include: 
· Easy access to trained counsellors 
In many cases, workplace counselling is offered through counsellors who are licensed psychologists, social workers or HR practitioners with a good understanding of workplace dynamics. 
· A safe space to talk about their problems 
Oftentimes employees resort to friends and family for advice, comfort or support on personal matters they experience, particularly related to acceptance at work, bullying, discrimination, conflicts arising from cultural idiosyncracies etc. However, there is a risk of loss of confidentiality, subjectivity and personal bias which often accompany the kind of advice they receive. Workplace counselling circumvents these issues as it enables a safe avenue for employees to share and explore their feelings in order to come to a state of acceptance and understanding and to identify a way forward.
· Helping employees to better understand themselves 
Given that workplace counsellors are trained professionals, they may be able to offer employees insight that they would not have been able to realise on their own. The counsellor can help the employee to discover things about themselves that they do not know and offer guidance and strategies which may help them to become a better employee and by extension a better person; improving their quality of life.	Comment by Consult: Preferably “GUIDANCE”?
· Establishing or improving coping skills 
The way an employee has conditioned him/herself to deal with conflict may be dysfunctional and not conducive to productivity. The workplace counsellor can equip the employee with healthier ways of handling disputes which may arise in the workplace. Persons may have specific phobias which may present a challenge with them interacting with persons who are different from them, for example in the case of homophobia. A workplace counsellor can assist these individuals in learning how to cope in a diverse environment.
· Developing effective solutions to problems 
Employees who are victims of harassment and discrimination may resort to negative ways of coping with how they feel. This may result in there being retaliation in the workplace. An angry employee may hurt another employee or cause damage to infrastructure. If customers/ clients are present at the time, it could result in a negative image for the company and cause a loss of clientele. This is especially useful in a workplace that has a diverse workforce.
· Learning to look at issues with a more positive outlook and different perspective Counsellors can guide employees into positively reframing a negative experience that they may have had. This can have a positive impact on employee performance. A dejected employee is more likely to negatively perform, or not perform to their full capability.



The benefits for employers span:
· Improved employee performance, leading to productivity gains
· Decreased employee absenteeism
Some challenges that employees face may result in their absence from work on a regular basis. Employee well-being is concerned not only with physical health, but also with their psychological well-being. The workforce may contain persons who, at some point or the other, are suffering from certain mental illnesses. Emotional disorders such as depression and anxiety can cause an employee to not feel well enough to be present at work. This in turn would affect the organisation’s productivity especially if the tasks assigned to that individual can only be carried out by that particular person. 
· Lower turnover rates among employees
Employees who are more satisfied in their jobs and feel more fulfilled will be less likely to leave the company. By providing an avenue for employees to discuss the challenges they are facing both in the workplace and at home, workplace counselling helps them to feel more satisfied, thus staying in their current job is the choice they make.
· Productive ways to handle sensitive situations or staff members with problematic behaviours
“Sensitive situations” are not uncharacteristic in a diverse work environment. A nursing mother may, for example, need to express milk periodically throughout the day and does not know how to express this to her male supervisor who is concerned by her frequent absence from her work desk. Workplace counselling is an efficient way of addressing current staff issues in a confidential and safe environment. It allows employees to voice their concerns and discuss issues which may be hindering their emotional and psychological well-being thereby hindering their productivity.
· Establish a reputation as an employer that cares about staff
Acknowledging the differences which exist among individuals and catering to their specific needs can boost employee morale. Employers are sending a message when they invest in the development of their employees by paying attention to their psychological well-being. It says to them that their employer has a genuine interest in their holistic development, including but not limited to issues/ challenges which are affecting them in and out of the workplace.

Another important benefit that is shared by both parties is the application of counselling as a means of sensitising employees to diversity in the workplace. With organisations evolving into melting pots of demographic, preference-based and other forms of diversity, human resource practitioners and counsellors are finding it more and more challenging to identify innovative ways of getting employees to be more aligned with the unique needs of diverse groups in the workforce. As purported by Murtha (2017): 
<extr>
Many companies have robust diversity and inclusion programmes, in which training plays an important part, and impressive communications machines to trumpet their success. Nevertheless, organisations with highly visible diversity  programmes have not demonstrated a corresponding increase in representation or reduction in conflict related to race, gender, age or sexual orientation and identity and other dimensions of workplace diversity.  In short, many of these programmes simply don’t work well.
<txt>
Murtha (2017) suggested that these mechanisms tend to leave employees awash in knowledge about diversity, but with no ongoing support to process and internalise the knowledge they have received, thereby reinforcing the point that counselling enables employees to freely examine their own attitudes, beliefs and biases, whether conscious or not, in order to resolve their own unique knowledge gaps, fears and challenges when embracing workplace diversity.
<extr>
The extent to which an organisation realises the benefits from diversity [are] contingent upon the support for diversity at all levels of the organisation, i.e., operational as well as the various supervisory and management levels, and the extent to which the organisation’s policies and practices are equitably and consistently applied (Armstrong et al. 2010).	Comment by Consult: LINKING SENTENCE? THIS QUOTE SEEMS SOMEWHAT DISCONNECTED FROM THE IMMEDIATE CONTEXT

In order to successfully leverage the benefits of diversity and to mitigate against the challenges that may be associated with it, workplace counselling can be a useful tool. If we can revisit Barry’s case, the exchange with his co-worker left him feeling excluded, embarrassed and discriminated against. This resulted in his decision to resign shortly after. Had he received workplace counselling, he would have had the opportunity to express his unrest and demotivation to a counsellor who would have been able to guide him through his feelings and propose ways in which he would cope with being in that work environment. His co-worker as well would have been able to benefit from workplace counselling as he would be sensitised to elements associated with working in a diverse workforce and thereby learn tolerance.

<a> Counselling for the Discriminated Employee
Renee (2019) states that the key component in achieving a favourably diversified workplace is establishing teamwork and mutual respect among staff members, ultimately resulting in acceptance of individual differences, which is essential in creating a work environment that is copacetic and productive. The counter to this is that acceptance is not always the first response to an individual or group that possesses a certain eccentricity or peculiarity. Oftentimes the result is one that is discriminatory, stereotypical and/or prejudicial. As stated by the International Labour Organisation (2003), discrimination is the different or less favourable treatment of people because of certain characteristics, such as sex, skin colour, their religion, political beliefs or social origins –– irrespective of their merit or the requirements of the job. The University of Minnesota suggests that prejudice refers to a set of negative attitudes, beliefs, and judgments about whole categories of people, and about individual members of those categories, because of their perceived differences or beliefs. A stereotype as defined by the Cambridge Dictionary, is a set idea that people have about what someone or something is like, especially an idea that is wrong. According to Benstead (2018), despite great strides forward, discrimination in the workplace does surface from time to time. Therefore, it is imperative that employers understand these issues, how to avoid them and how to support employees.

<b>Counselling in the Case of Age Discrimination (Ageism)
It is evident from a global standpoint as well as in the Caribbean context that a growing number of individuals are actively job hunting or are remaining employed beyond the traditional retirement age of 65 due to financial constraints, desires to remain productive in society, or both. An example of age discrimination can be seen in the case of Deandra. Deandra applied for a senior role that opened up in her department. After her interview, the hiring manager explained that she has the qualifications and required experience. However, she was denied the position because they want a ‘more mature’ person for the role. The case of Martin could also be used as an example. ALCO Bottling company employs Martin, a 50-year old machine operator. Martin notices his younger co-workers at the factory are receiving training on new equipment and machinery. When he asks his supervisor about his schedule for training sessions, he is told that only the younger staff will learn to use the new equipment and that he should stick to what he knows. Jackson (2014) argues that despite the significant life and work experiences that a growing number of older adults have to contribute to the workforce, pervasive ageism operates in overt and covert ways to discriminate against older workers in hiring and workplace practices. Ageism, a term coined by Robert Butler (1969), is defined as systematic and pervasive prejudice toward, stereotyping of, or discrimination against older people based on perceptions or definitions of them as “old” (Nelson 2005).
Counselling can help older employees counteract ageist stereotypes and discrimination in the workplace through various coping and resilience strategies. Jackson (2014) suggests that counsellors can assist such individuals to name and empathetically understand their experiences with workplace ageism as well as examine the feelings elicited and responses made so far. Another counselling strategy is to help clients challenge negative ageist stereotypes in the workplace. Jackson (2014) adds that through the facilitation of knowledge acquisition on ageism counsellors can empower clients to confront and counter ageist myths, such as those regarding inevitable declines in work performance, health, and ability to learn and replace these with more realistic and evidence-based ideologies of older workers’ assets in knowledge, productivity, work ethic, stability, and mentoring contributions.

<b> Counselling in the Case of Gender Discrimination (Sexism)
Langston University (n.d.) describes Gender Discrimination as unequal or disadvantageous treatment of an individual or group of individuals based on gender. Gender discrimination, also known as Sexism, is another form of discrimination that persists within the workplace today. An example of this in the Jamaican context is the case of Marie Warren, a customer service associate at a prominent commercial bank in Montego Bay. Marie has been with the company for over seven years in the same position but with high regards from top management with respect to her work ethic and knowledge of the business. While she has not been officially given the position, she has been acting in the role of trainer, as she is responsible for on-boarding and upskilling all new agents who join the bank. Recently, an opening was published for a new Customer Service Supervisor in a newly opened branch. Marie along with a new recruit of hers (Jason) interviewed for the job. While she had the qualification and experience in excess of the minimum requirement, Marie was turned down on the premise that the job requires a male incumbent due to the location and customer profile. 
Wilson (2013) contends that although it may be more subtle than some other forms of prejudice, gender inequality can have significant negative mental health effects which impact men and women to varying degrees. iResearch (n.d.) implies that the role the counselling relationship plays in gender discrimination is to emphasise and encourage mutuality, empathetic connection, and power sharing.

<b> Counselling in the Case of Disability Discrimination (Ableism)
Disability Discrimination or Ableism according to the Center of Disability Rights (n.d.) is a set of beliefs or practices that devalue and discriminate against people with physical, intellectual, or psychiatric disabilities and often rests on the assumption that disabled people need to be “fixed” in one form or the other. Consider David for example, who has a temporary disability. David sustained a broken leg while mounting awnings at home and now has trouble returning to work as an industrial engineer. He needs to take time off for his doctor’s appointments and he can only carry out desk duties at work instead of his regularly scheduled machinery maintenance tasks. The Operations Manager tells him that he will have to take unpaid leave until his leg is healed and he can return to work fully. Another illustration of disability (in this case permanent disability) is depicted in the case of Carolyn, who is an employee who is impaired from the waist down. She needs a parking space close to the office. However, her employer only gives parking spaces to senior managers and refuses to give her a designated parking space.
The problem with disability in the workplace is that it is often perceived by persons without disabilities as a negative experience and as something undesired. “Counselling interventions are considered a resource to support full functioning and participation of people with disabilities in their” (iResearchnet, n.d.). As stated by iResearchnet, counselling may enhance a sense of personal and environmental control in people with disabilities by helping them to identify the particular goals they seek to achieve and the methods of achieving them,  to access the resources in the environment that they may need in order to achieve their self-selected goals, and to learn more effective self-management skills. Stuntzner and Hartley (2014) further reinforce the need for counselling for the disabled in the workplace in that counsellors collaborate with their disabled clients to identify the barriers they encounter which are most salient, to examine the ways the identified barriers inhibit their functioning or prevent them from coping more positively, to explore which ones are within their control to change, and to determine strategies they can use to cope with and move past them.	Comment by Consult: QUOTE INCOMPLETE

<b> Counselling in the Case of Discrimination toward Sexual Orientation
The American Psychological Association (APA) (2011) defines sexual orientation as an enduring emotional, romantic, sexual, or affectional attraction toward others. It is easily distinguished from other components of sexuality including biological sex, gender identity (the psychological sense of being male or female), and the social gender role (adherence to cultural norms for feminine and masculine behaviour). The APA (2011) further states that sexual orientation exists along a continuum that ranges from exclusive heterosexuality to exclusive homosexuality and includes various forms of bisexuality. Bisexual persons can experience sexual, emotional, and affectional attraction to both their own sex and the opposite sex. Persons with a homosexual orientation are sometimes referred to as gay (both men and women) or as lesbian (women only). This group is identified as Lesbians, Gays, Bisexuals, Transgender, Queer and Questioning (LGBTQ). 
Baksh (2017) posits that the LGBT workforce continues to face widespread discrimination in the workplace with 21 percent of LGBT employees reporting that they have been discriminated against in hiring, promotions and pay. Furthermore, one out of every 25 complaints made about workplace discrimination comes from LGBT employees. Good Therapy (2018) states that coping with discrimination and oppression, coming out, and sorting out an “authentic” sense of self in the face of social expectations and pressures can lead to higher levels of depression, anxiety, substance use, and other mental health concerns for LGBTQ people. The North Carolina State University Counselling Center (n.d.) notes that counselling acts as a source of support for the LGBTQ group through:
· Identifying and clarifying issues.
Oftentimes people who seek counselling are not sure what is wrong, but they know that they are unhappy. Counsellors help people understand themselves and their feelings. The process of recognising and understanding homosexual or bisexual orientation often brings confusing thoughts and feelings with it. Counsellors assist individuals in clarifying and sorting through this confusion.
· Identifying, clarifying, and expressing feelings.
It is not uncommon for people to experience difficulty understanding, labeling and/or expressing feelings. This is particularly true when people are under stress. Feelings can be confusing and may often seem to be out of control. Counsellors help people handle and understand their feelings.
· Deciding what to do.
When people have difficulty determining alternatives, they often feel stuck and uncertain since there is more than one way to behave. Counsellors are adept at helping people discover options and alternatives.
· Developing and enhancing relationship skills.
Building a support system and developing close interpersonal relationships is especially important to most people. However, some individuals have difficulty getting what they want from relationships with family members, friends, or partners. 

<b> Counselling in the Case of Racial and Ethnic Discrimination 
According to the U.S. Equal Employment Opportunity Commission, Race discrimination involves treating someone (an applicant or employee) unfavourably because he/she is of a certain race or because of personal characteristics associated with race (such as hair texture, skin colour, or certain facial features). Race/colour discrimination also can involve treating someone unfavourably because the person is married to (or associated with) a person of a certain race or colour. iResearchnet (n.d.) claims that while racial discrimination has decreased over the years, modern institutional discrimination has taken its place. In a supporting view, Hernandez (2010) postulates that as workplaces become more diverse, they do not necessarily become less racially discriminatory and that diverse workplaces may be characterised by antagonism between people of different races. iReaseach (n.d.) states that racial discrimination emphasises the inferiority of the minority groups, which can invoke different emotions for members of the subjugated group, such as feelings of humiliation, shame, frustration, anger, and even hatred toward members of other groups. Hence, discrimination has important psychological implications (racial trauma) for its victims. Dunbar (2001) maintains that clients who have been victims of acute hate incidents can be supported through counselling by the integration of behavioural, cognitive, and multicultural counselling modalities. Additionally, Drabik-Podgorna, (2016) validates this point in her research which concluded that counsellors effectively support clients who face racial discrimination through promoting the idea of equal opportunity and creating an axiological space which fosters coexistence, dialogue and understanding amidst cultural diversity.

<b> Counselling in the Case of Religious Discrimination
Another form of discrimination that is prevalent in workplaces is Religion or Belief discrimination. According to Upcounsel (n.d.), it is the unequal treatment of an individual or group of people based on their religion, whether it occurs in or outside of the workplace. Further to this, it can also include discriminating against someone for not practising religion. Some key aspects of discrimination against religion include discriminating against religious clothing, a religious holiday or against a religious belief. According to Williams (2003), counselling can play an important role in helping to address religious discrimination by:
· Affirming religious belief and faith-commitment in relation to the client’s vision and philosophy of life
· Respecting and reflecting the value a client places on their religion, beliefs and religious experience and offering support in owning his/her faith
· Being a listening ear to the suffering and pain of persecution as a result of religious adherence
· Empowering and facilitating a client to report and/or fight religious discrimination, stereotypes and prejudices within their workplace.
· Affirming the courage, strength, endurance, determination and commitment of clients who hold true to their faith despite discrimination.

<b> Counselling in the Case of Discrimination toward Pregnant Women
A workforce consisting of women will inevitably experience periods where women become pregnant and eventually have to endure the symptoms thereof, and they too are victims of prejudice and discrimination. The United States Equal Employment Opportunity Commission defines Pregnancy Discrimination in the workplace as treating a woman (an applicant or employee) unfavourably because of pregnancy, childbirth, or a medical condition related to pregnancy or childbirth. An example of this type of discrimination is the case of Carla. Carla is a warehouse supervisor at Juicy Juice. Her job requires that she does routine checks of all storehouses on property twice per week and this typically takes her 1 hour to complete under normal circumstances. Since her pregnancy, it now takes her an additional 45 minutes to do her rounds. Her manager who is not remotely impressed by this has requested that she either gets back on track with finishing in an hour or she goes on early maternity leave as she is slowing down the progress of operations. In Carla’s defense no reasonable accommodation was made for her nor was she given the opportunity to request early leave on her own.
Pregnancy, childbirth, and childrearing can all be difficult, even when everything proceeds without significant upset. For a woman to experience added difficulty due to her state of pregnancy can only exacerbate the issue. Lamothe (2016) stated that studies have shown that when women experience stress, anxiety and depression, it affects them as well as the developing baby. It was further affirmed that counselling can help expectant mothers mitigate some of this stress and express their concerns or anxieties and can provide a nonjudgmental and supportive sounding board where they can talk openly. Experts agree that therapy can be an effective way to help women be more self-aware, note shifts in her mood and anxiety, and ensure that she gets additional support as needed, thus being better able to cope with external factors (such as workplace issues) during pregnancy.

<a> Conclusion
As the world changes on a daily basis, so do the dynamics of the environments within which we work. The present-day workforce is characterised by employees of varying cultures, races, ethnicities, genders, religions, political ideologies, sexual orientation, age groups, physical abilities and socioeconomic status, thus resulting in the diversity of our workplaces. Diversity is an important issue that is top of mind for both employers and employees alike, considering the benefits to be had by both parties and the challenges that must be managed for organisational success. It enables the development of employees’ skills and capacities, fosters a sense of belonging which in turn improves overall performance and employee morale, increases the speed at which decisions are made and problems are solved, fosters employee retention and enhances the attractiveness of the organisation to top talent in the labour market.
	Conversely, a more diverse workforce means different socialisation, different ways of thinking and hence more instances for conflict to take place and more challenging issues such as marginalisation, prejudices, stereotyping and discrimination. While the legal and political frameworks help to mitigate against these issues, a key ingredient in maintaining harmony, and creating a work environment that is copacetic and productive is the availability of workplace counselling. Providing employees with access to workplace counselling can potentially be viewed as part of an employer’s duty of care; however, the benefits employers reap from this solidifies the need for counselling in the diverse workplace. Employers’ main interest lies in the productivity and performance of their staff. They are in business to produce. Employees who are unhappy, anxious, or stressed will inevitably underperform in their jobs. Counselling acts as a sounding board or a support avenue through which employees are able to air out issues affecting them, identify coping mechanisms and find solutions to these issues.
	Organisations that offer counselling as an added benefit to their staff –– whether through trained managers, human resource practitioners or professionals in psychotherapy –– will be better able to handle their people issues than those that do not. Affording employees an opportunity to talk through their problems with a trained counsellor will reduce conflicts, curb issues of differences and discrimination and ultimately affect the company’s bottom line as this will save the organisation time and money.
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Chapter 8
Workplace Counselling and Stress at Work
<a> Introduction

Workplace stress, often dubbed as the modern-day 'epidemic', presents a tangible threat to both individual employees and the collective organization. Much like an unchecked outbreak, unchecked stress erodes the efficiency, morale, and productivity of the workforce, with cascading repercussions on employee well-being and the financial health of companies. Given the profound implications of stress, it's imperative that both employers and employees proactively seek and implement robust measures to counteract its detrimental effects. One increasingly prevalent strategy organizations are adopting to mitigate this issue is the integration of counselling services in the workplace. This not only aids in preserving the mental and emotional health of employees but also invigorates them to face and surmount workplace challenges.
While stress carries a largely negative connotation, it's essential to understand its dual nature. When managed adeptly, stress can act as a catalyst, propelling employees to higher levels of efficiency and creativity. It's only when stress exceeds an individual's capacity to manage that it transforms into a cumbersome burden. Counselling serves as a pivotal tool in this context, acting as an anchor and safe haven for employees. It offers them a confidential, empathetic, and non-judgmental space to vocalize their concerns, navigate their emotions, and devise coping strategies.

This chapter delves deep into the intricacies of workplace stress, offering readers insights into recognizing its signs and leveraging counselling as a tool for its mitigation. The narrative will be rooted predominantly in the context of Jamaican organizations, enriched with comparative perspectives from establishments in the United States. The aim is not just to inform but to equip and empower both employees and organizations to craft a healthier, more resilient, and supportive workplace environment.Stress in the workplace is a real and growing ‘epidemic’ that, like an outbreak, has sweeping effects on employees’ work performance and efficiency. If it is not addressed, stress can lead to loss in employee well-being and company profits. Thus, it has become necessary and highly important that both employers and employees find creative ways to tackle stress related problems due to the widespread impact it can have on the workforce. Today, more organizations are addressing stressful situations through counselling in the workplace to help their employees maintain their health and well-being and motivate them to work and overcome stress. 
A key point to note is that, if it is managed properly, stress is not always a bad thing. Stress becomes burdensome when it exceeds employees’ capacities to cope. The counselling process provides a sounding board for employees; it gives them a safe place to discuss their issues. The process is about providing a non-judgmental, emphatic and accessible means to allow employees to move forward. 
 This chapter will seek to help employees recognize stress in the workplace and reduce, manage and cope with it through workplace counselling. In particular, Jamaican organizations will be used as examples and to a lesser extent, organizations in the United States.

<a> Workplace Counselling 
According to Burkes and Steffire:
<extr>
Counselling denotes a professional relationship between a trained counsellor and a client(s)...it is designed to help clients to understand and clarify their views on their life space and to learn to reach their self-determined goals through meaningful well informed choices and through resolution of problems of an emotional or interpersonal nature.
<txt>
Workplace counselling, on the other hand, is a short term — up to eight one-hour sessions — support intervention for employees. It provides an independent, specialist resource for persons working across all sectors and in all working environments to discuss their issues in a safe, impartial way to help them move forward. Workplace counsellors have two clients — the employee and the organization. The counsellors are usually mindful of and understand the environment in which the employees work and will return to work. 

<b>  The Counselling Process
[image: image2.png]
Figure 8.1. Diagram representing the counselling process 
for employees in the workplace

The counselling process begins with identifying the need of the employee. Preparing for counselling, conducting the session and having follow up sessions should follow. Employees may need counselling if their work is suffering because of work-related or personal stress or a combination of both. Employers may offer counselling to help an employee resolve problems before problems become disciplinary issues. Disciplinary counselling is usually done in a one session interview that addresses standards of behaviour or performance that are expected at work. This counselling interview aims to find out the reasons for poor conduct or low performance and how to handle them.
Personal counselling is offered when an employee’s physical or mental health is affected by personal problems such as bullying, harassment, substance abuse (alcohol or drug abuse), stress and depression. Personal counselling helps to promote good health in the workplace. Stress Management involves employers, who have a legal duty to take care of the safety of their employees and help them manage stress.
The eight one-hour counselling sessions, preferably interactive, involve using core therapeutic approaches to help clients cope better. The counsellor may focus on individual employees or use Cognitive Behavioural Therapy (CBT), Gestalt therapy, transitional analysis, or solution-focused therapy to achieve their central goal. All counsellors rely on openness and trust to build a counsellor-client relationship with either the employer or the employees.
<b> The Effectiveness of Workplace Counselling
Providing counselling support for employees to assist them in handling and resolving stress has significant benefits to both the employees and the organization. This is especially applicable for those employees who are exposed to or are undergoing personal or job related  situations that are or has the potential to induce tension or trauma, thereby triggering stress. Employers have come to recognize that workplace counselling is not only beneficial to the employees, but also yields tremendous benefits to the organization. They also recognize that an unwell workforce is unlikely to function at an optimal level which can negatively impact the firm’s productivity. 
 Counselling in the workplace helps to facilitate and foster employee well-being.  Through workplace counselling, employees are developing coping and stress management strategies for  symptoms of anxiety and depression. It also aids in improving mental health, reduce the manifestation of sickness and increase job satisfaction and commitment. Counselling provides an effective method of understanding the pressure caused by occupational stress and offers a supportive remedy. Carroll (1996) posits that as complex human beings, employees cannot be expected to detach from the issues and challenges that they face and as such, even stress triggers of a personal nature can and will often impact the workplace if they are not effectively resolved.
Within the work environment, managers may be able to identify changes in the employees’ behavior that may be indicative of stress related or mental health issues. For example, these challenges may be manifested in a decline in the job performance or the employee may become withdrawn or confrontational in his or her interactions with management or colleagues. While such changes may be as a result of the employees’ inability to adjust to an increased workload or other productivity-related issues within the workplace, it could also just as easily be caused by unhealthy relationships with other colleagues or in their personal lives. It is imperative to note that whatever the cause, stress, anxiety and pressure will continue to impact staff, and by extension on the productivity and efficiency of the organization. If it is not effectively managed and resolved, stress will ultimately result in illnesses, depression and a decrease in job satisfaction and workplace performance (Carroll 1996).
The primary role of an effective counsellor is to provide supportive service to clients and assist them to develop and employ coping mechanisms to alleviate symptoms of stress and anxiety. In the context of the workplace, in addition to the pressures and stress caused by an overwhelming workload and increased responsibilities, employees may also experience additional personal stress in the workplace. Such stress-inducing circumstances may arise from a myriad of situations including conflicts, bullying, undermining, unsuitable work conditions and tensions emanating from poor relationships with colleagues and managers.
Offering formal counselling sessions to stressed employees is a proven way to help them feel valued by their employers. This approach will enable the individual to identify the cause of his or her issues and therefore assist him or her to conceptualize and apply strategies to effectively resolve the issues. Counselling also helps to increase staff morale, boost confidence in self and the organization, improve self-esteem, enhance productivity and efficiency as well as create a more relaxed work environment for growth and development.
As previously indicated, counselling in the workplace provides a facility that gives employees an outlet and also provides resources necessary for developing coping and stress resolution skills. Workplace counselling can be effectively conducted through face-to-face interactions or by telephone. Effective workplace counselling opens the lines of communication between staff and employers and encourages frank, results-oriented discussions. Counselling also enables the worker to successfully embark on the necessary process of identifying what can and cannot be changed with a view to exploring alternative solutions.
Hodges (2017) in a Jamaica Information Service news report points to the prevalence of stress-related illnesses in the workplace and in so doing, highlights the relevance of workplace counselling.  In the report, according to the Ministry of Health & Wellness, one in every five persons in the workplace has mental health issues. To further illustrate this issue, in the report, Dr Maureen Irons-Morgan, Director of Mental Health and Substance Abuse in the Ministry explained that two of the most common issues that individuals contend with on a daily basis are anxiety and depression (these are stress-related issues).
Additionally, Dr Irons-Morgan pointed out that while the ability to do work and to work productively is a marker of good mental health, it is important to note that there are issues in the workplace that can affect a person’s mental health in a negative way. She indicated that it is therefore very important to examine all the factors that support mental health by looking at the issues that make a workplace conducive to fostering mental well-being. She further stated that illnesses such as depression and anxiety are related to chemical changes in the body and that they can be diagnosed and treated with medication or counselling, adding that there are other things that people can do to help, apart from taking medication, like physical exercise, relaxation and learning how to manage stress.
The provision of counselling in the workplace may not be a mandatory or widely available provision in employment schemes and programmes in many jurisdictions. Additionally, it is noted that with the changing dynamics in the workplace of part-time, reduced or flexible hours and short-term contracts some employers may become less sympathetic towards stress-related illnesses. As such, they may not be as understanding when burn-out affects an employee. However, because it is critical for employees to develop coping skills to effectively manage stress, in the circumstances where counselling is not available through the organization, a counselling referral can be obtained through a general practitioner. Employers are also being urged to provide support through the Ministry of Health & Wellness for employees who may be afflicted with mental health issues..
<b> Keys to Successful Counselling
Employee Counselling needs to be tackled carefully by the organization and counsellor. The counsellor should be flexible in his approach and a patient and keen listener. The counsellor should also have the warmth required to win the trust of the employee so that he or she is comfortable sharing thoughts and problems. Active and effective listening is one of the most important aspects of employee counselling. Willingness, commitment and faith are also keys to counselling success.

· Willingness  
Anxiety can be a result of changes in your environment. This can take individuals out of their comfort zones. Many new lessons may be learnt during the counselling process. This may include doing things differently, viewing things from a different perspective and challenging the familiar ways of thinking. This can take much effort and courage. Courage has been defined as, “the willingness to do something even if you are afraid”.  The person with courage is willing to do what it takes.  Stepping out of your comfort zone with courage is a start to the path of becoming a successful counsellor.
· Commitment
Willingness is very important to start the process but it is not the only key to success.  In order to stay on the journey, commitment is paramount. Commitment is a very necessary characteristic of the counselling process. 
· Faith
The more faith you have in something, the more it is likely to succeed. When you trust your counsellor and the counselling process, positive results will be the outcome.  A major obstacle to the counselling process is lack of trust in others. When employees believe in themselves and the counselling process, there is a much greater chance for success.  Therefore, to engender success, the counsellor should:
· not compare the employee with other employees.
· have warm manners and social etiquettes.
· have excellent communication skills.
· have enough time to understand and listen to the employee.
· be able to identify the problem and offer concrete advice.
· be able to help the employee to boost his or her morale and spirit, create a positive outlook and make decisions to handle the problem.
<b> Counselling Skills Training for Staff
As the number of organizations offering counselling increases, there comes a growing demand for counsellors who are not only skilled in counselling but also in managing the counselling process within a workplace setting (Carroll 1996). Counselling in the workplace provides an important means of resolving problems and difficulties in a confidential and supportive manner.  Providing counselling skills training in a work environment will help employees and staff overcome many everyday pressures. Counselling skills training should enhance the manager’s skills. However, when managers regard themselves as counsellors after only a short training period, issues tend to arise in the organization. Properly trained managers should have clear objectives in training.  They should be clear about the limitations of their ability to counsel within their roles.  
<extr>
Counselling skills training can benefit the employer and organization when managers identify an employee with a problem and help the individual to manage his or her problems or are able to make an effective referral to a trained counsellor (Palmer and McMahon 1997).
<txt>
Counselling skills training can provide managers, supervisors and staff with improved listening skills. These skills are important to leaders who are emphatic, attentive and responsive. It also provides improved communication skills and effective language patterns. Counselling skills arm individuals with the ability to diffuse anger and frustration,  to identify limitations and to work with others at resolving difficulties. Ultimately, it provides the skills and knowledge to minimize stress in the workplace.
Providing a supportive, caring environment for anyone seeking counselling help is a major consideration for any counsellor. Whether offering counselling skills in a private practice setting, or within a volunteer organization, an important priority for counsellors is to always be aware of the client’s individual needs. Understanding the specific needs and requirements of a client with specialist problems presents an opportunity to increase a counsellor’s skills and experiences. 
<b> Benefits of Workplace Counselling
Jamaica has the lowest productivity rates in the Americas. This has been linked to the lack of mental well-being amongst Jamaican workers (Hendricks 2019). Jamaican clinical psychologist Parnel Bell states that, “mentally healthy people will perform at their optimum and will increase productivity. The global statistic actually shows that overall; one in four persons at some time in their life will experience mental illness” (Hendricks 2019). Statistics from the Jamaican Ministry of Health & Wellness show that as a result of mental health issues, the country lost over $859 million in 2013-2014 (Hendricks 2019). Dr Bell believes that if organizations implement mental wellness it will help to ameliorate work-related stress. 
In today’s highly competitive corporate world, organizations are seeing an increasing number of stressed employees. Many employees are stressed, depressed and suffering from anxiety. Anxiety may be caused from managing deadlines, meeting targets and insufficient family or personal time. Some individuals are also reporting high levels of psychological distress. According to the British Association for Counselling and Psychotherapy, “counselling interventions are generally effective in alleviating symptoms of anxiety, stress and depression in the majority of workplace clients” (McLeod 2008).  
 Evidently, workplace counselling has clear benefits for both employees and employers. Employees can work through challenges in their lives that may be impacting their performance, and employers can enjoy productivity gains while knowing that they are helping to improve the lives of their employees. Happy employees create a positive and productive work environment which results in greater team cohesiveness and productivity.  Workplace counselling benefits employees as follows:
· provides employees with a safe environment to speak openly about the issues and challenges that they face without the fear of being criticized, judged, victimized or exposed.
· makes this vital service more easily accessible to employees who, possibly, would not have been able to access counselling services otherwise.
· provides qualified and supervised counselling practitioners  who are equipped to guide employees in working through and resolving their stress-related issues. 
· employee access to workplace counselling without fear of being diagnosed or stigmatized.  It is unusual for workplace counsellors to diagnose psychiatric disorders from their sessions. 
· helps employees improve their decision making skills. 
· helps employees to develop effective coping mechanisms to respond to stress.
· helps employees gain a better understanding of themselves and their situations.
· helps to increase the employee’s confidence and morale.
Workplace counselling benefits the organization as follows:
· A healthy workforce is a more productive workforce. As such, improvement in productivity and efficiency is a key benefit of counselling.
· Workplace counselling can positively influence the organizational culture.
· Counselling may act as an insurance policy against compensation claims and other legal actions by employees.
· Creating a positive work environment through the implementation of counselling programmes can significantly help in attracting and retaining talented employees.
· Counselling helps to reduce short-term absence, improve workforce morale and commitment to the organization.
· The implementation of workplace counselling programmes can help to create and foster a healthy work environment.
· Increase in the health quality of the workforce. 
· Helps managers to cope with  difficult staff or situations.
· Resolution of issues through workplace counselling may prevent firing or resignation.
· The execution of workplace counselling presents the possibility of smooth coordination between employer and employee.
· In the case of major organizational changes, workplace counselling can help with the changes and manage the process.                    

There are many other workplace counselling benefits for organizations. These include improved employee health, productivity, high morale and reduced absenteeism. Organizations also benefit from workplace counselling because of increased employee engagement. This results in employees who are more positive and focused. Focused and positive employees often feel more valued. With employees now having a more positive attitude towards the organization they will also have an increased feeling of job satisfaction.   
According to Jamaican workplace wellness consultant Dr Ijah Thompson, informal data from his practice revealed that 60 percent of patients reported that their positivity at work is affected by their mental state. Identifying individuals who are at high risk for counselling and getting them involved in health promotion programmes in the workplace can assist individuals for whom this would have been otherwise inaccessible. Mental health issues can be very costly for businesses. Jamaican companies who choose to invest in workplace counselling may see a reduction in healthcare costs and lower medical insurance usage.
In a “Wellness at The Workplace” article in The Gleaner, Dr Kenneth Gardner mentioned that: “Workplaces could also collaborate to provide programmes for their employees. Little benefits like these sometimes mean more to employees than an insignificant pay increase” (Gardner 2012). The implementation of workplace counselling in Jamaican companies will help to alleviate and safeguard staff from the negative consequences of stress.  Stress is associated with health problems such as headaches, upset stomach, rashes, insomnia, heart disease, ulcers, hypertension and stroke. Sandals, Negril has realized how important it is to address mental stress in the workplace. To this end, it has implemented a Stress Support Programme. According to a Hospitality Jamaica report (2005) the programme resulted in a decrease in absenteeism. In the report, Rodcliff Robertson, Human Resources Manager of Sandals, Negril estimated that over time the resort would benefit from a 15 percent decrease in costs associated with absenteeism caused by mental health issues.  
<b> Hindrances to Counselling at the Workplace
Cultural and social factors as well as personal reasons  may influence counselling at the workplace.  Organizational culture (and structure) may impact or influence workplace counselling services. The size of an organization is likely to influence the type of counselling provision that is available to employees. Larger organizations generate enough demand for counselling to be able to establish in-house services and have the occupational health and Human Resources infrastructure to manage such a provision. By contrast, smaller organizations may be more likely to buy into an external employee assistance programme (EAP) service.
 Lack of trust by the employee to share his or her problems  with the organization or his or her supervisor may be a hindrance to counselling;  He or she may not believe that the organization or his or her supervisor will understand his or her problems. Also, the lack of confidence that the counsellor will not disclose his or her personal problems or issues to others in the organization may also be a hindrance. 
Recently at the “We Thrive at Work” workplace wellness workshop hosted by the Jamaica Chamber of Commerce and Essential Medical Services Limited, the Minister of Health & Wellness, Dr Christopher Tufton, stated that: “It is a lot more expensive, both to the person as well as to the corporate, to try and cure challenges after they have emerged. It is a lot cheaper … and in your best interest as corporate or an individual to deal with prevention”. Wellness is proactive. At the organizational level, programmes that lack buy-in of leaders and senior managers of the company suffer not only from the lack of proper resourcing, but more importantly, from a lack of exemplary participation and inspiration from its leaders. Importantly, as a business operator or executive at an organization, you want to know, “is it going to cost money?”  “Is it saving me money?” A company may choose not to implement workplace counselling if it is costly.  
 	Based on studies published in the Journal of Occupational and Environmental Medicine, companies on the Standard & Poor’s list that have even been recognized for their comprehensive workplace wellness scheme have higher dividends. Professor Ron Goetzel, vice-president of consulting and applied research at IBM Watson and director of the Institute for Health and Productivity Studies at the Johns Hopkins Bloomberg School of Public Health defines workplace wellness.  Understood correctly and embraced and engrained in an organization’s culture, workplace wellness is defined as coordinated, comprehensive strategies with the central mission of promoting the health of workers and their families.  It should be sustained and have clearly articulated policies, leadership support, adequate resourcing, objectives-driven programmes, employee involvement, ongoing evaluation, and innovation.
The World Health Organization (WHO) defines mental health as, “a state of well-being in which an individual realizes his or her own abilities, can cope with the normal stresses of life, can work productively and is able to make a contribution to his or her community”. Although several Jamaicans are diagnosed with mental illnesses, the Jamaican society does not place enough emphasis on mental health. This fact can be attributed to persons being ill-informed and the lack of information on the subject. In addition to this, the society’s carefree attitude makes it more difficult for the people who are suffering from stress-related illnesses.


<a> Stress
It is interesting to note that not everyone defines stress in the same way. Research done by Global Organization for Stress concluded that there are no universal stress definitions.It's worth noting that stress can be defined differently by different individuals. The Global Organization for Stress conducted research and found that there are no universal definitions of stress. As a matter of fact, in conducting their research and in trying to ascertain a more wholesome definition of stress, it was determined that the most relevant definition of stress is one’s  very own. Therefore, stress can be described as what one would experience in trying to meet graduate studies deadlines in their final year and still meet all the other work, personal and other related obligations and deadlines at the same time. That is, for an individual, stress can be described as a sense of feeling anxious, tired and overwhelmed. Cooper et al. (2001) put it best: “A stressor is any force that pushes a psychological or physical factor beyond its range of stability, producing a strain within the individual.”
 	Work-related stress is slightly different and can be described as a negative emotional state that one encounters with a person and one’s work environment. So in other words, work pressure or stressors originating from workload, work complement issues, lack of support, change of management or poor leadership do not define stress, but are instead described as causes.  Therefore, in putting it into context from a Jamaican perspective, my workplace is currently undergoing some major organizational changes, causing much uncertainty, passive resistance and excessive stress. In trying to strategically manage the increased stress, management tried to engage staff, keeping them informed about the changes, demonstrated a high level of honesty and integrity about how the changes will affect them and the opportunities that are also in it for them.  What management failed to do was to deliberately employ counselling to address the problems that staff were facing.  They  instead ignored the problems and hoped it would go away.  The situation worsened, causing increased absenteeism, headaches and  unknown pains to employees’ bodies. 

<b> Causes of Stress in the Workplace
        	
Possible circumstances that cause stress at work are oftentimes uncontrollable, unexpected and can evoke internal conflicts some of which are identified as follows:

●  	Lack of leadership
Stress can evolve out of poor work organization. That is, the way jobs and systems are designed and structured, the way they are managed, inefficiency within a process flow, poor communication and lack of control. In a work environment where there are workers whose knowledge and skill sets are not aligned with the organization, leadership plays a critical role in supporting those persons through training. According to World Health Organization (WHO), “workers are less likely to experience less work-related stress when demands and pressure of work are matched to their knowledge and abilities. Therefore, control can be exercised over their work and the way they do it, if support is received from supervisors and colleagues to participate in decisions that concern their jobs”.
 ●  	Poor hygiene factors
Herzberg’s Factors ask the question, what do people want from their job?  Is it higher salary, job security, room for growth and advancement, to have a good relationship with their colleagues, or none of the above. Getting to know the answer to this question is extremely important as it helps management to get a better understanding of the motivating factors that can be used to better engage the staff.  This will help to  reduce stress. Therefore, factors of satisfaction are very insightful for managers. According to Herzberg, “to create satisfaction managers need to address the motivating factors associated with work”.  This he referred to as job enrichment.
· Job insecurity
Another one of Herzberg’s Factors speaks to those elements that create job dissatisfaction and can cause stress within the workplace. Eliminating the fear of losing one’s job can help to rid the work environment of job insecurity and displeasure, and can be used as motivators to conquer stress. Therefore, management must continuously work to ensure that issues faced by dissatisfied workers are appropriately addressed and target their attention on building employee job satisfaction.
●  	Lack of support
Not having the right level of support can also create workplace stress and even heighten its effect on the worker. It is therefore important for managers to create a structured approach towards work in order to help enhance the work flow and create an organized structure. Providing the required training where it is most needed is a great way to show support. Taking the required steps to ensure that workers’ health and safety are upheld in the workplace is another way to show support. Conversely, workers can also find ways to treat with lack of support which will minimize their stress levels. Workers can learn to accept the things that they cannot change. Instead they should focus on the situations they can control, and empower themselves by finding solutions to the problems. They can verbalize how they feel to create an awareness around the pain point that is causing the stress as a result of the lack of support.
●  	Change of management
Changes within an organization affect staff differently. Some will welcome the changes while others show resistance which may induce some degree of stress.  Those workers apprehensive about changes, whether it is change of management, processes or system, will likely find themselves asking a barrage of questions. Questions such as, but not limited to:
Will I be able to fit into the company’s new structure? 
Will I be able to compete with my colleagues for my own job? 
Do I have the technical skills, know how or expertise to continue to do this job well?
  Will I be able to get along with the new management team?

Workers should be encouraged to maintain a positive outlook, be optimistic about changes, seize all the opportunities that may be created and continuously be guided by the saying: “If the rate of change is happening faster on the outside than within then they should do some self-analysis”.

<b> Organizational Culture
 Organizational culture refers the norms and values that impel workers to act and think in
similar manner. According to Monga et al. (2015):  “Culture in an [organization] is perceived as a great force and social glue that holds [organizational] members together, which is then transmitted to incoming employees that determines the performance of the [organization] as well as the commitment of the employees”. Another school of thought on organizational culture comes from Edgar Schein, one of the leading academic theorists on corporate culture.  He defines culture as, “a pattern of shared basic assumptions that a group has learned as it solves problems of external pressure and internal cooperation” . Thus, organizational culture has the potential to either increase or reduce stress among workers. By using effective management techniques, managers can strategically exert their influence over workplace stress in order to effectively shape the culture within their units. Stress has the potential to damage organizational culture and it reduces productivity.  This is why it is very important for management to remain vigilant and recognize stressors that promote stress.  It should never be their intention to rid the organization of stress as a little stress helps to boost productivity. It is the excessive stress factors that they should focus on and deal with those accordingly.  A culture of fear surrounding workers’ performance can also cause work-related stress, leaving workers anxious and feeling inadequate. 
        
<b> Managing ement of Stress at Work
 Stress is inevitable; it is a part of living.  How one manages stress is the key to successfully transitioning out of stress and living a full and more wholesome life.  Work-life stress is no different.  Every job has some element of stress even if one really loves one’s job. It is when stress becomes chronic that it can be very overwhelming so much so that it can cause  emotional and physical damage. Companies must be mindful that one of the coping mechanisms in handling stress is to be able to vent and do so freely without fear of reprimand. It gives the employee an opportunity to not only ease their mind of what is bothering them, but also helps the company to address these issues. Therefore, this is why counselling is so essential in the workplace and line managers should be trained human resource practitioners in order to be able to handle these matters before escalation.
It is important that employers recognize stress as a problem and how it has the potential of changing a person's behavior or personality. Workplace factors that cause stress such as low remuneration, excessive workload, lack of support, low growth opportunities, conflicting goals and disengagement have the potential to extend beyond work and can lead to depression, obesity, headache, drug and alcohol abuse.  
According to American Psychological Association, there are certain steps that workers can take in order to better manage their stress: 
· Establish clear boundaries: this is essential, especially in today’s digital world where the expectation is to be available 24 hours of the day. This new way of working from home (taking calls or doing Skype, Zoom or Microsoft Teams meetings at various hours) makes it harder for some employees to draw that clear line.  However, in establishing boundaries, workers are creating a balance in their lives to make time for self and family.  This helps to reduce the effects of stress.
· Take time to recharge: critical me time by way of a vacation is key in reducing stress levels.  Vacation is a way to rejuvenate, relax and unwind. Some companies in Jamaica, in supporting their employees, allow staff to go home early one day of the week. 
· Learn to talk to your supervisor: having that conversation with your employer about some of the stressors that you are facing on the job, is a win-win as it is in the business’s best interest to address those stressors and create a work environment that promotes employee well-being.
· Get some support: be mindful that you are indeed stressed and get some help, especially in cases where the stressful environment persists and there is no hope of it going away.

 <b> How to Recognize Stress in the Workplace
 The workplace is where workers spend most of their waking hours, therefore, it is essential that managers Know Your Employee (KYE).  Any unexplained changes in their behaviours, routines or habits should be further observed and immediately addressed. Where there are frequent absences such as sick days or casual days off then it is incumbent on the supervisor to further investigate and where necessary, offer their support. If it is noticed that workers seem withdrawn, disengaged or overly sensitive then they might be facing a stressful situation that requires the employer to step into action mode. There are also cases of mental health issues in the workplace that can also create a stressful work environment for others.  According to the Jamaican Ministry of Health& Wellness, one out of every five persons in the workplace has mental health issues and employers must be in a position to not only spot the changes in their behaviour but also render their support. 
Author of A Renewed You and a Kingston-based physician Dr. Hame Persaud said that, “there are some physical manifestations that are symptoms of workplace stress, such as constantly complaining, easily enraged about trivial matters, and as simple as having recurring sinus problems”. While employers may have an obligation to their employees to create a work environment with as minimal stress as possible, it is also reasonable to say that workers too have an obligation to themselves to identify the stressors in their work environment or within themselves that are contributing to them being stressed and learn how to control stressors before stressors control them.

<b> Symptoms of Stress in the Workplace
 Workplace stress is a real life phenomenon, especially in today’s work-life situation where organizations are focused on work optimization, downsizing and efficiency. Organizational changes like these can create internal stress for some workers who might feel they are going to be left behind as they no longer have the required skill-sets or technical know how to get the job done efficiently. Others  may welcome these changes and the opportunities that the changes present. The consequences of workplace stress can be very toxic and take a toll on not just the body but also the mind, and by extension affect marriages and other family members.
There are physical symptoms and behavioural symptoms of stress which have the potential of not only affecting individual performances at work but worker’s entire wellbeing.  In Table 1.0 are some of the symptoms identified.







 Table 1.   Symptoms of Stress
	Behavioural symptoms of stress
	Physical symptoms of stress

	Incoherence or confusion
	Insomnia

	Making frequent errors
	Constant headache

	Unable to complete assigned work tasks
	Fainting spells

	Complains a lot about everything no matter how trivial
	High blood pressure/ Heart attack

	Being disruptive and high absenteeism
	Cramps and muscle spasms




<b> Effective Counselling can Help to Address Stress
Work-related stress affects all segments of the workforce regardless of age, gender, job status, position or career. In the context of rapid organizational change, and the demands of higher levels of productivity, a majority of workers are said to be very stressed or overwhelmed and unable to cope with stress on the job.  Such conditions, whether job-related or personal, may cause depression, anxiety, low self-esteem or physical pain which left untreated, will impair workers’ job performance, increase absenteeism and cause tension in interrelations. Increasingly, People managers are being trained in Human Resource and Counselling skills to better engage and support staff generally, and identify and respond to those experiencing problems. Trust and confidentiality are fundamental in building one-on-one relationships which allow for greater influence. They must be open-minded, non-judgemental, show empathy and communicate effectively and honestly with staff.  The manager’s role in counselling session is not to give advice and solutions, but to listen, and help empower staff to recognize and resolve issues for themselves.	

<b> How Employers are Reducing Stress in the Workplace
Employers can help to reduce stress by keeping staff engagement high and letting them take part in vital roles in the organization.  In doing so, staff will develop a sense of belonging and value . One of the ways in which management empowers the staff is by getting them involved in the decision making process. Although the results from this process might not be executed, just knowing that their ideas are being considered will give the workers a level of pride and self-worth.  
Another way that employers can reduce stress is to encourage workers to invest time in self and family.  Employers can create a culture where workers are obliged to leave early at least once per week so that their work and life can be balanced. Also, companies can look at designing jobs in ways that encourage a balanced work-life by having reasonable work shifts, and allowing workers to have control over their tasks. There is also the option of allowing those persons whose work functions can be performed offsite to be granted permission to work remotely or from home. This has  proven to be good for profitability and morale. Employers, like workers, must learn to communicate effectively with each other so as to reduce the impact that stress might cause from lack of communication. Where there is an opportunity to communicate policy and procedural changes that might affect workers’ jobs then it is up to management to ensure that this is appropriately disseminated and understood to prevent any form of ambiguity when executing their work functions.
Employers must cultivate a sense of loyalty to their workers by providing training opportunities, respecting their point of view, treating them well, providing reward and recognition for a job well done, and providing developmental and promotional opportunities. They can make wellness a part of their organizational culture by promoting a healthy lifestyle. An employer can support in reducing work stress by paying for workers’ gym membership.  
 	Counselling supports employees’ overall mental health and well-being which employers are using to reduce stress in the workplace. The current trend is for employers to adapt various programmes and initiatives as part of “Employee Benefits” under a package of  “Occupational Health and Wellness”. Many companies offer the services of professional and psychological counselling  to those in need of further long-term intervention. It is critical that staff get the necessary help to resolve and overcome their problems as quickly and fully as possible. Professor Wendel Abel, Head of the Community Health and Psychiatry Department at the University of the West Indies, Mona campus, indicated that both emotional and economic stresses cause increasingly more people to need help.  He went on to say that help is needed at the community level to build greater awareness.
<a>Financial Cost of Stress to the Organization
 Work-related stress can be a very expensive cost factor to any organization.  The negative impact of stress on US businesses averages USD$300 billion per year.  Some employees use certain coping mechanisms to diminish their stress factors at the company’s expense — which adversely affects its profitability.  Some of the coping mechanisms  are, but not limited to sabotage, passive resistance and disengagement. Productive time lost oftentimes cannot be regained.  Employees’ tardiness, poor attendance and frequent sick days, all negatively affect productivity and  employers’ bottom line. A study done by researchers at Harvard and Stanford Universities speculates that workplace stress caused at least 120,000 deaths per year and accounts for USD$190 billion in US health care costs alone. 
There is also the impact on the company’s service delivery. In a case where staff members are frequently calling out, they will leave the department under-staffed.  This will eventually increase the number of disgruntled customers. Disgruntled customers have the potential to become super detractors. It will cost the company millions to spend on campaigns, marketing initiatives, promotions and human resources to convert these super detractors back to promoters, and often times the damage would have been irreparable— usually, there is no winning back of these customers. There is also the cost of high staff turnover. The company stands the risk of losing good talent due to a highly stressful work environment.  If the company loses talent, it will require a hunt for new talent that could cost hundreds and thousands of dollars to recruit, interview, select and train.   
From a Jamaican perspective, we have seen where quite a few local companies have started to invest in workplace wellness programmes. They make the programmes a part of their corporate culture, especially in the banking sector. This is so because the need to meet one’s financial target, keep abreast of rapid organizational changes and deal with personal lives  are considered high. Workplace wellness is about the workers and ensuring their wellbeing. It is the key to a healthier society. Based on studies published in the Journal of Occupational and Environmental Medicine, those companies on the Standard & Poor’s list that have invested in full workplace wellness programmes yield higher dividends. Companies that invest in the well-being of their staff and create an environment conducive for work, find that KPIs are better and  productivity higher which ultimately help to build a higher performance culture. It is for this reason that it is essential that stress is properly managed and organizations understand the different dynamics of stress in order to address them appropriately.  This  is where workplace counselling plays an integral part. 
The following statistics illustrate how employees feel about stress and why companies need to be attentive to stress management. These  researches were conducted in the United States:
·  Harris Interactive: “73 percent of Americans are stressed to some degree at work”.
· The American Institution of Stress: “40 percent of workers reported their job was very or extremely stressful”.
· Integra: “65 percent of workers said that workplace stress had caused difficulties and 10 percent described these as having a major effect”.
 Wealth Magazine illustrates four stressful jobs in Jamaica:
· Police officer: This is one of the lowest paying jobs in the country. Crime rate is very 
high so one can see why the stress levels would also be high.
· Politician: They are blamed for all the problems in the country.  There are always those persons whose main modus operandi are to harshly criticize the politicians. With all the elevated social ills such as crime, unemployment and poverty, there is hardly any good being said and as a result it is rare that one will find anyone singing songs of praises for politicians.
· Medical doctor: Another highly stressful job in Jamaica especially for those doctors working in the hospitals. Jamaican hospitals and health centres have always been plagued with overcrowding and understaffing. With so many ill patients and limited resources, it can be emotionally draining and psychologically hard on even the doctors whose mandates are to save lives.
· Teaching:  Another profession where people are overworked and underpaid.  Having to handle a classroom of students who are disengaged and disruptive can be very hard and stressful.
Jamaica is in no way immunized from the problems that stress cause within the workplace.  This is why workplace counselling is so critical. It offers a safe and structured service of intervention and assistance to employees that are geared towards alleviating issues which negatively impact and eventually affect the employees’ productivity. This will affect the company’s profit. According to Stephen Robbins, author of Organizational Behaviour: “Managers are the primary change agent in their organization” (Robbins 2013).  Therefore, it is very critical that they play an active role as human resource practitioners to ensure stress is properly managed and resolved.  This type of intervention offers a win-win situation for both employer and employees.
 
<a> Conclusion 
Ultimately, occupational stress is here to stay. The unexpected pressures and responsibilities that employees face on the job create a misalignment with their competencies and skill sets.  How it is managed and the coping mechanisms that are used to minimize these stress factors are key. Counselling on the other hand is used as a critical stress management mechanism to help in minimizing the adverse effects caused by stress. Modification of the risk factors for stress in the workplace can encourage an organizational culture that promotes well-being and creativity. This can be achieved when the employer pays special attention to workplace policies as well as the needs of individual employees. Effective counseling depends on both parties involved. It takes a combined effort by both the client and the counselor. It also takes commitment to make what can be difficult changes at times in behavior or thinking patterns.
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Chapter 9
HR, Workplace Counselling and the way forward Today’s HR and the Future of Workplace Counselling
 
<a> Introduction

Over the years, the realm of Human Resource Management (HRM) has witnessed a significant metamorphosis. What once was a domain primarily concerned with production metrics and worker output has gracefully transitioned into a vital nexus, championing employee well-being. As companies grapple with increasingly unpredictable and competitive landscapes, recalibrating their HR strategies and harnessing the potential of their HR departments has become indispensable. Such a milieu underscores the realization that employees are not merely cogs in a machine, but the very lifeblood that propels growth and ensures organizational longevity. In essence, an underperforming workforce jeopardizes the overarching mission of an enterprise.

The contemporary business milieu accentuates the pivotal role HRM plays in sculpting an organization's competitive edge. Employee welfare, once a peripheral concern, has now become a cornerstone under the expansive umbrella of HRM. Given the multifaceted challenges today's businesses face, the onus is on HRM to innovate and devise ways to foster a robust, resilient, and flourishing workforce. A shining beacon in this quest for employee-centric strategies is the burgeoning field of workplace counselling.

McLeod and Henderson (2003) elucidate workplace counselling as a succinct psychological intervention extended to employees, typically financed by the employer. One salient instantiation of this is the Employee Assistance Programme (EAP). Even though the embracement of workplace counselling varies across geographies and sectors, its importance is on an unequivocal ascent. Carroll (1996) enumerates compelling reasons driving this trend, chiefly the moral and operational imperative employers bear towards the well-being of their employees. The stark realization is clear: employee wellness and organizational productivity are intrinsically intertwined. Carroll (1996) further emphasizes that counselling not only safeguards the mental health of the workforce but underscores the intrinsic value of people as organizational treasures. It's not merely remedial but preventive.

This chapter embarks on a chronological voyage—charting the ascendant trajectory of HRM from its nascent stages to its present-day significance. We explore its genesis, assess its current state, and prognosticate its future potential. As we journey into the future of HRM, the spotlight will increasingly focus on the holistic health of employees, with workplace counselling emerging as an integral facet in shaping that future.Human Resource Management has evolved over the years. It has transitioned from an era of extensive focus on production and workers’ productivity, to an era where employee welfare is of utmost importance. As a result of facing volatile and competitive business environments, many companies have been rethinking their human resource strategies, as well as the contribution and capacities of their human resource organizations. This volatility and competitiveness have led to an increasing need to view employees as a major source of competitive advantage. Employees are a major source for growth and organizational sustainability. If employees are not performing at their best, this poses a threat to the success of an organization.  In recent times, there has been a growing awareness of the importance of the role of human resource in defining an organization’s strategic advantage. More specifically, there has been greater emphasis on employee welfare as a key feature under Human Resource Management. 
Today’s competitive business climate presents the Human Resource Management function with a number of important challenges and opportunities. These challenges include the ability to maintain and sustain a healthy, stable and productive labour force. Greater emphasis is being placed on developing strategies to aid in employee health. These strategies include the introduction and effective implementation of workplace counselling.
McLeod and Henderson (2003) describe workplace counselling as the provision of brief psychological therapy for employees of an organization which is paid for by the employer. An ‘external’ service, such as an Employee Assistance Programme (EAP) is an example of such process. Though the practice is still developing and is more common in some places than others, in present day, more and more employers are turning to workplace counselling. According to Carrol (1996) there are various reasons employers are turning to workplace counselling. Employers’ responsibility for the welfare of their employees is one reason for this. More and more employers realize that illness and productivity do not go well together. A healthy workforce is more productive. Carrol (1996) posited that counselling also highlights the value of people as organizational assets; it is a preventative service. 
  Employee counselling emphasizes the importance of Human Resource Management as a key factor for effective management. The aim of this chapter is to trace the evolution of Human Resource Management from the past to present. This will include the emergence of Human resource management, a look at where it is today and where it ought to be in the future. Future HR should place greater emphasis on the physical and mental health of employees with the successful implementation and effective practice of workplace counselling. 

Key Concepts:
Human Resource 
Human Resource Management 
Workplace Counselling 



<a> Human Resource Management (HRM)  

Human Resource Management (HRM) is an important component of organizational growth and strategy. There are several perspectives on HRM. HRM encompasses those activities designed to provide for and coordinate the human resources of an organization. The human resources (HR) of an organization represent one of its largest investments. In fact, government reports show that approximately 72 percent of national income is used to compensate employees (Byars-Rue 2004). HRM can be described as a system of activities and strategies that focuses on successfully managing employees at all levels of an organization to achieve organizational goals (Byars & Rue 2006). Haslinda (2009) describes HRM as the “process of managing human talents to achieve organization’s objective”. HRM is also described as a strategic and coherent approach to the management of an organization’s most valued assets. This includes the management of people who contribute to organizational development (Armstrong 2006).
Additionally, Storey (1989) as cited by Armstrong (2006) believes that HRM can be regarded as a “set of interrelated policies with an ideological and philosophical underpinning”.
Manpower planning was the very first concept used in ancient eras. The passage of the trends changed and the concept of manpower planning became personal management. Today, personal management is known as HRM (Mujahid et al. 2014). From these definitions, we can deduce that HRM is a function in organizations designed to maximize employee performance to meet their employer’s strategic objectives (Johanson 2009). HR is primarily concerned with how people are managed within organizations, and focuses on policies and systems (Collings & Wood 2009; Mujahid et al. 2014).
HR departments and units in organizations are typically responsible for several activities, including employee recruitment, training and development, performance appraisal, and rewards such as  managing pay and benefit systems (Paauwe & Boon 2009). HR is also concerned with industrial relations, that is, the balancing of organizational practices with regulations arising from collective bargaining and governmental laws (Klerck 2009). In modern day, HRM has expanded its grasp to ensure that its practices are people-centred or employee focused. This has placed greater emphasis on employee well-being. 
	HR should be viewed as an organization's greatest assets. Greater emphasis should be placed on expanding the definition and reach of HRM catering to employee welfare as a key priority and practice in HRM functions and processes. Without proper care of these assets, organizations will find it difficult to thrive. Employees will not perform at the optimal level if they are not well or are not treated well. This can also result in high employee turnover, absenteeism etc. This will in turn affect organizations’ growth, profitability, productivity and sustainability. As Haslina (2019) posits, the value of human resources is not always widely apparent in organizations. In fact, present day perception frequently limits HRM to recruitment, compensation, and legalities of managing a workforce. Haslinda (2009) expanded the definition of HRM to include employee safety and health.
How human resources are managed is key in determining the success of any organization. Therefore, the key definition for HRM should place greater emphasis on HRM as the key enabler of employee welfare and well-being. 

<a> HR History: The Emergence of Human Resource Management 	

Though the concept of HR may not have been coined, the main practices of what constitutes HRM such as hiring, firing and compensation can be dated as far back as 2000-1000 BC.  Several authors have posited that HRM is a replacement for the term personnel management or personnel administration in organizations (Osibanjo & Adenji 2012). Personnel administration emerged as a clearly defined field by the 1920s and was mainly focused on the technical aspects of hiring, evaluating, training, and compensating employees (Ahammad 2017).  Other scholars also indicated that HRM was said to have started from the term ‘Personnel Management’ (PM). Adding that the term ‘PM’ emerged after the World War in 1945 as an approach by personnel practitioners to separate and distinguish themselves from other managerial functions and make the personnel function into a professional managerial one. 
Traditionally, the function of PM is claimed to have been to ‘hire and fire’ personnel in organizations rather than salary payments and training (Haslinda 2009). Note however that these activities described under personnel administration are still considered today as key components and practices under HRM. Ahammad (2017), in a contemporary definition for HRM, further posits that an organization’s HRM function focuses on the people side of management. It consists of practices that help the organization to deal effectively with its people during the various phases of the employment cycle. 
Ahammad (2017), traces the origin of HRM back to the mid-19th century which saw the introduction of  industrial welfare as the first form of HRM.  It was a period that also included the implementation of the Factories Act which focused on legal measures of hiring. In 1878, legislation was passed to regulate the hours of work. This period also saw the formation of trade unions. Their creation was a reaction to the harshness of industrial conditions, coupled with pressures arising from the extension of the franchise, the influence of trade unions and the labour movement, and the campaigning of enlightened employers, often Quakers, for what was called “industrial betterment”. As the role grew, there was some tension between the aim of moral protection of women and children and the needs for higher output (CIPD 2014 as cited by Ahammad 2017). 
 HRM, according to Ahammad (2017), developed in response to the substantial increase in competitive pressures in business organizations which began as a result of globalization, deregulation, and rapid technological change. The introduction of HRM was to monitor work activities.  Haslinda (2009), supports the view of Ahammad as it pertains to the period for which HRM was introduced in the 19th century. Additionally, Haslinda (2009) indicated that the history of HRM is said to have started in England during the craftsmen and apprenticeship era. It further developed with the arrival of the industrial revolution in the late 1800s. In the 19th century, Frederick W. Taylor suggested that a combination of scientific management and industrial psychology of workers should be introduced. In this case, it was proposed that workers should be managed not only from the job and its efficiencies but also the psychology and maximum well-being of the workers. The drastic changes in technology, the growth of organizations, the rise of unions and government concern and interventions resulted in the development of personnel departments in the 1920s. At this point, personnel administrators were called ‘welfare secretaries’ (Haslinda 2009).
 HRM is a product of the human relations movement of the early 20th century, when researchers began documenting ways of creating business value through the strategic management of the workforce. The function was initially dominated by transactional work, such as payroll and benefits administration, but due to globalization, company consolidation, technological advancement, and further research, HR now focuses on strategic initiatives like mergers and acquisitions, talent management, succession planning, industrial and labor relations, ethical considerations, diversity and inclusion. These, among other initiatives, contribute to the understanding of HRM as a contemporary issue owing to its sustained evolutionary nature.  
HR boasts significant responsibility for the success or failure of an organization (de Waal 2007; Haslinda 2009). The value of HR is not always widely apparent. In fact, present day perception frequently limits HRM and human resource development (HRD) to recruitment, compensation and legalities of managing a workforce (Haslinda 2009).
According to Frankyln (2014) HRM has been commonly used for the last ten to fifteen years. The HRM field did not normally focus on the relationship of disparate employment practices on overall organizational performance or on the systematic relationships among such practices (Mujahid et al. 2014). The field also lacked a unifying paradigm. HRM developed in response to the substantial increase in competitive pressures that American business organizations began experiencing by the late 1970s.Globalization, deregulation, and rapid technological change were the main causes. HRM is now often seen as the major factor which differentiates between successful and unsuccessful organizations — more important than technology or finance in achieving competitive advantage (Mujahid et al. 2014).
Information presented in the literatures suggests that HRM is evolving at different paces across the world. In places such as the US and UK, HRM can be viewed as more developed in comparison to other countries across the world, to include Jamaica and the rest of the Caribbean. The US specifically has made greater leaps in shifting the focus of HRM from  production and productivity, hiring and firing, etc. to a more wholesome focus on catering to the physical, emotional and psychological need and development of employees. 



<a> Contemporary HRM 

HRM has expanded and moved beyond mere administration of the traditional activities of employment, labour relations, compensation, and benefits. Today, HRM is much more integrated into both the management and the strategic planning process of the organization. All members in managerial roles have become more cognizant of the importance of HRM. HRM functions that may not have been deemed as priority have now become the interests of employees and employers. One reason for this expanded role is that the organizational environment has become much more diverse and complex. Additionally, the labour market has also expanded and has become more advanced and even more competitive. For example, compared to a workforce historically dominated by males, and fewer skilled professionals, today’s workforce is very diverse and is constantly changing with more persons being skilled, and more women taking on non-traditional roles. Diversity in the workforce encompasses many different dimensions, including sex, race, national origin, religion, age, and disability. Diversity in the workplace presents new and different challenges for all managers. Other challenges are the result of changes in government requirements, organizational structures, technology, and management approaches. 
As a field, HRM is undergoing significant transformation. HR management is designing management systems to ensure that human talent is used effectively and efficiently to accomplish organizational goals. Whether employees are in a big company with many positions or a small non-profit agency with just a few positions, employees must be recruited, selected, trained, and managed effectively (Mujahid  et al. 2014). They also must be adequately and competitively compensated, and many will be given a range of benefits. Additionally, appropriate and legal HR systems are needed to comply with the changing trends of industry in the competitive environment of open market. HRM has become a significant variable for the efficient growth of any organization and therefore must constitute the necessary processes to ensure the future success of organizations.    


<a> Workplace Counselling: A Requirement for future HRM
 
<b> Workplace counselling in today’s business Environment

BAC (1986) defines counselling as the skilled and principled use of relationship to facilitate self- knowledge, emotional acceptance , growth and the optimal development of personal resources. The overall aim is to provide an opportunity to work towards living a more satisfying and resourceful life. Counselling relationships will vary according to need but may be concerned with developmental issues, addressing and resolving specific problems, making decisions, coping with crisis, developing personal insights and knowledge, working through feelings of inner conflict or improving relationships with others. 
In today’s business environment, workplace counselling involves employees occupying client roles and communicating their feelings and emotions through the guidance of a counsellor.   The counsellor can be a trained peer, supervisor, manager or practicing professional. Workplace counselling is a specialized service and a profession within the business environment which is necessary in today’s working world.  There are many difficult situations that employees go through on the job. Some situations can be handled without the intervention of those around them and sometimes more complex situations that require guidance are required. Employees can then express themselves openly to a trusted party privately for a brief or agreed period with the aim of restoring emotional and organizational well-being.
	Modern day workplace has changed with regards to the demand it places on employees to maximize productivity. Companies aim to remain competitive and increase organizational growth. As a result, employees are now faced with more issues such as fewer job resources to complete tasks, rightsizing, introduction of new technology, and redundancies. These can lead to stress, anxiety, depression, and other mental and emotional problems and disorders for employees. These stress related problems are increasing turnover, absenteeism and affecting business image and productivity. The result is that, organizations today are more open to helping employees with their physical and emotional well-being to minimize the gap between actual and expected performances. Companies are now fixing their issues and improving their productivity using workplace counselling.
<a> Impact of Workplace Counselling in Organizations

Organizations are constantly competing due to globalization, technological changes and the constant need for survival in the marketplace. These factors often result in the workplace making significant changes that directly affect employees and their performances. Employee performance directly affect organizations’ profitability and as such, in today’s workplace, employers have seen the importance of implementing counselling programmes to deal with changes within the workplace.  Jenkins (1999) observed that counselling at the workplace has been recognized as an important tool that can be used to help individual employees and organizations to survive in the fast changing business environment. 
Workplace counselling offers the employers a service that is valued by the employees, has the potential for savings by reducing sickness absences, takes pressure off managers through the availability of a constructive means of dealing with difficult staff or situations. Employers will also contribute to their reputation as caring. Workplace counselling is often viewed by employers as an insurance policy against compensation claims made by employees exposed to work-related stress (Jenkins 1999).
Organizations have come up with creative ways to offer help to employees such as  implementing in-house counselling sessions to reduce employee stress relating to extensive working hours. Employers use trained colleagues to assist with employee burnout or hire professional counsellors to address situations in the workplace that trigger stress. These help to promote guidance and foster a positive work environment.


<a> Employee Assistance Programme (EAP)
Attridge (2009) describes Employee Assistance Programme (EAP) as employer-sponsored programmes designed to alleviate and assist in eliminating a variety of workplace problems. EAP typically provides screening, assessments, brief interventions and outpatient counselling for mental health and addiction problems as part of their basic services to client organizations. The source of these employee problems can be either personal (legal, financial, marital or family-related and mental health, including addiction) or work-related (conflict on the job, harassment, violence, stress, etc.). EAPs are a field of practice composed of multidisciplinary professionals including social workers, psychologists, professional counsellors, substance abuse counsellors and nurses. 
EAPs are generally sponsored by the workplace and offers confidential assessments to employees. The period of assessment can be short-term or long-term counselling. Based on the individual circumstances,  employees and employers can make recommendations for counselling and request follow-up services for employees and their household members. Organizations may employ EAP counsellors to work as consultants to assist managers and supervisors in addressing employees and organizational challenges and needs.
Different organizations are investing in EAPs to help employees to work on their personal and work-related issues.  To foster a good working environment, EAPs continue to be an emerging benefit within organizations globally.  Additionally, employment legislation requires organizations to provide a safe working environment and show due care to employees.  So investing in an EAP to provide access to a counselling service highlights the organization’s commitment to staff welfare.
<b> Evaluating Workplace Counselling 
There has been a rapid increase in compensation claims for work-related stress in recent years (Dyer 2002). A Court of Appeal ruling a few years ago (Sutherland v. Hatton 2002) made it clear that employees who feel stressed at work should inform their employers and give them a chance to do something about it. Any employer who offers a confidential counselling service with access to treatment may have some protection from prosecution. Various reading sources has inconclusive evidence to state that counselling programmes such as EAPs improve work performance as there has not been enough evaluation of the workplace effects of EAP counselling.
However, in 2001 the British Association for Counselling and Psychotherapy commissioned and published a report, “Counselling in the Workplace: The Facts”, which described itself as “the most comprehensive possible review of all English language studies of counselling in the workplace” (McLeod 2001). The results appeared plain and unambiguous and revealed that after counselling, work-related symptoms resumed in more than half of all clients and sickness absences were reduced by over 25 percent. This research evidence shows that workplace counselling interventions have been found to reduce sickness absence rates.  This could possibly demonstrate the cost-effective nature of counselling, and the positive impact it can have on an organization’s productivity when employees show up for work. The report has received much publicity in the general medical press (Mayor 2001). In assessing the reliability of this Professor John McLeod, the author of the report, and Dr Max Henderson, Clinical Research Fellow in Occupational Psychiatry, debated the issue: Does workplace counselling work? Their arguments concluded workplace counselling to be a “good thing” but lacked the necessary research to say if work performance was improved as a result of implementation in organizations.
The implementation of workplace counselling in general, however, has some benefits to employers as workplace counselling provides easy access to trained counsellors that are available within an agreed time and location.  There is less worry about cost, safety and confidentiality. Employees can ascertain guidance in helping to better understand themselves, develop or improve their coping skills and effectively develop solutions to their problems. Workplace counselling also assist employers as it provides a productive way to handle difficult or sensitive situations.  Staff members with problematic behaviors can affect the work environment. Workplace counselling also assists employers to decrease absenteeism and lower turnover rates among employees. It helps an employer to establish a caring reputation.

<a> Critical Strategies to prepare HR for the future 

Globalization has caused organizations to be moving at a remarkable pace to keep up with competition and global standards. This simply means HR must be able to strategically position its organization to respond to the evolution that is taking place and can potentially take place in the future. HR has a critical role in identifying strategies to help employees and managers prepare for the changing needs of the business, changing technology and the demands of the marketplace. Recent trends that are redefining HR include big data, mobile apps, social media, cloud technology and smart devices. These are impacting how organizations manage their workforce and remain competitive. These digital disruptors are bringing major changes in the HR industry and the management solutions that are used.
This chapter will highlight critical strategies to assist the HR in preparing for the future as follows:

· Embracing technology and analytics
Organizational relevance is significantly depending on leveraging technology to drive real value to businesses. Digital adoption to technologies should be embraced to facilitate greater flexibility and integration.  This will allow employees to be more open, efficient and have a greater voice within the workplace. The use of analytics and big data should also be an area of focus to help HR professionals understand their customers and communicate with potential customers. They have increased benefits to the growth of businesses for the future as companies can gain insight and make decisions based on adequate and well researched information.

·  Understanding how companies succeed
 According to (Wickham 1998) business success can be defined as something that is either visible or invisible to the public but is also experienced at the personal level. He stated that four interacting aspects define success. These aspects are the performance of a business, the expectation of the people from the venture, the nature of these expectations and the actual outcome of these expectations. These four interacting aspects that define success of a business are core functions that should not be ignored. The performance of any successful business is determined significantly by its management team and employees. Hiring the right set of people to do the job to the best of their abilities and treating employees fairly can reassure them that they are the company’s biggest assets which can increase productivity and business performance significantly. Having clearly defined missions of what companies are about and the expectations for their shareholders can steer companies in the direction they need to focus on to gain success. They should have strategic views of how these expectations will be met and also a vision for the future. 
Staying ahead of the competition is also critical in understanding how companies succeed. Competition between firms also plays a vital role in how businesses operate. It is therefore of the utmost importance that businesses be equipped with knowledge in accordance with what is happening in the external environment (Erwee 2004). 

· Staying focused on people
Organizational leaders often endorse the view that, “our employees are our most important asset” (Guest 2001). Implicit in this characterization is the idea that collective human capital in the workforce represents an economic resource of the organization. It is expected to generate future income streams (Flamholtz 1999). This perspective is echoed in a growing body of scholarly work in strategy and strategic human resource management that examines firm-level human capital as a type of resource from which firms can potentially derive competitive advantages (Barney 1991; Becker & Gerhart 1996; Lado & Wilson 1994).
	Engaging staff in team building activities unrelated to work is a great way of building and increasing staff morale. Bringing employees together from different departments within the workplace by simply planning social gatherings or games promotes synergy and networking that can increase productivity within the organization. Creating an environment that fosters growth for the employees and their development is a great way of preparing them for the future. Offering training in areas of interest, doing online courses and cross training in different departments are all positive ways of investing in employees and the future of the organization.  



· Be ready for the new workforce
In order to be prepared for the future, HR practitioners  need to understand that new and emerging careers will be on the horizon. As a result they have to equip their organizations with the necessary fluency with technology and the ability to learn about new tools. They should incorporate the practices necessary to develop adaptable people and strategies that can evolve with businesses.

· Modern benefits package
HR will now have to adjust work to be much more than just payroll and compensation. The future requires focus on the basic needs of employees and aligning benefits packages to tailor to modern needs and also building a great experience where employees want to be at work and do their best while working. With a great corporate culture, employees show up to work for more than just a salary.  This means HR must work on more than just payroll and provide great benefits that motivate employees and keep them satisfied.

· Stay abreast of compliance issues
The future of compliance will involve radical transformation in years to come due to the emergence of several macro trends. This will include increased regulatory expectations as it relates to culture and how business is conducted along with operating compliance to reflect risk management functions and increased costs for businesses to enhance technology.
Compliance will need to quickly adjust to aid strategic decisions that will ultimately improve its ability to identify, evaluate and mitigate risks. To achieve this, compliance will need to move away from fixing problems to preventing them in a strategic manner going forward. This will require investment in effective and efficient technologies since the expectation will be greater for the compliance function.

· Get certified
In preparing for the future, organizations need to strategically align themselves with advanced tools and deliver insightful analysis to contribute to businesses as a way forward. These advanced tools include investing in HR technology to capture talent analytics and do away with ineffective HR practices. The future HR will need to focus on talent management and efficient HR practices as this can make the difference for a successful business. Organizations that invest in training and staff can recover from economic downturns and make informed profitable decisions. HR needs to strategically focus on providing opportunities for continuous learning, development and certification of staff, promote an engagement, develop a workforce that moves individuals through talent pipelines and prepare them for greater contributions to the organization (they can also include the individual’s personal development).



<a> Conclusion 

The annals of Human Resource Management (HRM) trace back to the 19th century, an era primarily characterized by the dawn of industrialization. Back then, the spotlight was predominantly on the end product and operational efficiency, often sidelining the very artisans of that product - the employees. But like any evolutionary tale, HRM's trajectory has seen monumental shifts, evolving from a task-centric approach to today's more holistic, employee-centric paradigm.

Today's intricate global business fabric, woven with volatility and fierce competition, has necessitated a fundamental recalibration of HR strategies. There's an undeniable consensus: employees are no longer just a workforce; they're the pivotal asset driving innovation, growth, and sustainability. Confronted with a plethora of challenges, modern HRM's mandate extends beyond mere recruitment or policy-making. It encapsulates the well-being, both physical and psychological, of its employees. And in this context, workplace counselling has emerged as a quintessential instrument in the HR toolkit.

A thriving organization is symbiotic with its employees' well-being. Recognizing this crucial interdependence, forward-thinking organizations are adopting comprehensive counselling initiatives. These range from instituting in-house counselling sessions, alleviating the burdens of exhaustive work hours, to deploying trained peers to combat employee burnout. They're even enlisting seasoned professional counsellors to mitigate workplace stressors, ensuring a harmonious, productive, and positive work environment.

While the strides made in HRM over the years are commendable, the journey is far from over. The landscape of HR practices might vary across countries and cultures, with some at the forefront and others catching up. Yet, one universal truth remains: in the ever-evolving world of business, the essence of HRM should invariably revolve around nurturing and championing the well-being of its prime asset - the employees. As we look to the future of HRM, embracing and scaling these best practices is not just beneficial—it's imperative.HRM as a developed concept and practice in organizations can be dated as far back as the 19th century. It has transitioned from the period of industrialization which placed great emphasis on ensuring maximum performance from employees and their ability to produce. Emphasis was mainly placed on the job to be done rather than the welfare of the man who was responsible for getting the job done. HRM has transitioned to a period of heavy focus on the total well-being of employees. This period has seen the introduction of new means of catering to the needs of employees. 
HRM has evolved due to the global volatile and competitive business environments that exist. Organizations have been realizing this volatility and have been deriving strategies to ensure the survival of their businesses.  This volatility and competitiveness have led to an increasing need to view employees as a major source of competitive advantage. Employees are a key asset to organizations and are a major source for organizational growth and sustainability. Today’s competitive business climate presents the HRM function with several important challenges and opportunities. These challenges include the ability to maintain and sustain a healthy, stable and productive labour force. Greater emphasis is being placed on developing strategies to aid in employee health. These strategies include the introduction and effective implementation of workplace counselling.
Employee performance directly affects organizations’ profitability and as such, in today’s workplace, employers have seen the importance of implementing counselling programs to deal with changes within the workplace. Counselling in the workplace has been recognized as an important tool that can be used to help individual employees and organizations to survive in the fast-paced and changing business environment. 
Organizations have come up with creative ways to offer help to employees such as implementing in-house counselling sessions to reduce employee stress from extensive working hours. Trained colleagues are being used to assist with employee burnout and professional counsellors are being hired to address situations in the workplace that trigger stress.  Counsellors are helping to promote guidance and foster a positive work environment.
HRM has come a long way from inception. Some countries are more advanced than others as it relates to the implementation of programmes to facilitate the growth, development and well- being of employees. However, with the diverse and constantly changing business environment, it is very essential that for future HR, all organizations adapt best practices and processes that facilitate the care and nurturing of employees — an organization’s greatest assets.  
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Table 1.1 Estimated Numbers of American Adults With Various Mental Disorders

Disorder

Estimated Occurrence

Major depression
Manic-depressive illness (bipolar disorder)
Schizophrenia
Anxiety disorders
Overall
Panic disorder

Obsessive-compulsive disorder

Posttraumatic stress disorder
Social phobia

More than 19 million
More than 2.3 million
More than 2 million

More than 16 million
About 2.4 million
per year
Approximately
3.3 million
About 5.2 million
About 5.3 million

SOURCE: National Institute of Mental Health (n.d.-b).
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