
 
 

Corporate Care Works, Inc. 
The Employee Assistance Program 

 
 
 
 

EAP 
Supervisor Handbook 

for 
Brevard Public Schools 

 
 
 

 

 
   

800-327-9757 
24-Hour CareLine 

 
 
 

www.brevardpublicschoolseap.com 

http://www.brevardpublicschoolseap.com/


Table of Contents: 
 

EAP 
Supervisor Handbook 

for 
Brevard Public Schools 

 
 

EAP Overview     ….………..…………………………...3 
 

Referral Process     …………………….………………..5 
 

Appendix A    …………………………………………..13 
 

Appendix B     …………………………………………..15 
 

Mandatory Supervisor Referrals Flow Chart    .….…16 
 

Informal Supervisor Referrals Flow Chart    ………..17 

2



EAP OVERVIEW 
 
 
What is an Employee Assistance Program (EAP)? 
 
 A worksite-based program to assist 

1) organizations in addressing productivity issues. 
2) employees in identifying and resolving personal concerns that may affect job performance. 

 
 
 

What services does the CCW Employee Assistance 
Program offer Brevard Public Schools? 
 

 Short-term problem resolution counseling 
 Unlimited management consultation 
 Critical Incident Stress Debriefing (CISD) 
 EAP overview seminars on a variety of topics 
 Online services and access to Information 

 
Counseling Services 

 
 24-hour helpline: Call toll free 800-327-9757.  
 Free: A benefit for employees and family members living in the home. 
 Confidential: To protect the employee’s privacy within state and federal guidelines. 
 Professional: All providers are Master’s level and licensed. 
 Convenient: Multiple locations and appointment times make it easy for employees. 
 Problem Resolution: Between one and six sessions per problem per year.  Includes assessment, 

brief counseling, referral, and follow-up services. 
 Types of Access: Employees and their family members have three choices: 

1) Talk to a counselor immediately. 
2) Schedule a phone session with a counselor. 
3) Schedule a face-to-face session with a counselor. 

 
 
 

What types of problems do people bring to the EAP 
to address? 
 
Some common personal and work related issues include the following:  
 
- Stress      - Emotional and psychiatric difficulties 
- Family and relationship issues   - Grief and loss issues 
- Chemical dependency and co-dependency - Workplace conflicts   
- Financial and legal issues   - Child/elder care concerns 
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How Employees Access the EAP 
 

1. Self-Referral 
a. An employee or immediate family member calls EAP.  
b. A co-worker encourages an employee to call. 
c. An employee discloses having personal problems to his or her supervisor.  

 
 

2. Informal Supervisor Referral (Recommendation) 
a. Observed employee work performance issues, and/or 
b. Personal issues that are interfering with employee’s work performance. 

 
 
3. Mandatory/Formal Supervisory Referrals 

a. Supervisor identifies documented performance issue(s) regarding employee that have not 
improved or that have led to work disruption.  

b. Supervisor contacts Human Resources/Labor Relations to start referral process.  
 

 
Benefits of EAP 
 

For the District: For the Supervisor: 
  

 Reduces employee turnover.  Provides an option to accepting poor 
performance or having to take 
unfavorable action. 

 
 Reduces absenteeism. 

  
 Reduces other behavioral problems.  Eliminates the need to get involved in 

personal problems of the employees.  
 Reduces worker’s compensation and 

unemployment insurance costs. 
 

 Reduces the risk of potential legal 
action, grievances, and/or complaints. . 

 Reduces healthcare costs.  
  Allows you to focus on employee work 

performance.  Improves job productivity. 
  

 Increases employee morale.  Frees up your time to let the EAP focus 
on the employee’s personal issue.  

 
 
 
 
 

 
 The earlier an employee problem is dealt with, the better 
chance of achieving a successful outcome. TIP 
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EAP Services specifically available to leaders: 
 

 Unlimited consultation regarding 
• Productivity assistance and general guidance.  
• Management of troubled employees whose personal problems adversely affect job 

performance. 
• Review of the referral process.   
• Complicated employee situations including threat of violence. 

 
 Support for traumatic/critical events in the workplace. 

• (Critical Incident Stress Debriefing - CISD).  
 

 Education and training.   
 
 
 

REFERRAL PROCESS 
 

When Should You Consider Mandatory/Formal 
Referral to the EAP? 
 
1. When a job performance problem emerges.  Don’t ignore a developing problem. 
2. When you observe declining employee work performance. 
3. When work performance does not improve despite efforts made by the supervisor to correct it. 
4. When unacceptable behavior occurs at any time. 
5. When an employee is in a safety-sensitive position and is acting out in a way that leads to concern 

about his or her safety and the safety of others.  EAP is available to consult further about whether 
our services are appropriate for the employee. If other options are more appropriate based on your 
district’s policies, the EAP can play a supportive role, even if additional resources are needed. 

6. When a work-performance problem needs to exist in order to be a “supervisor referral”. 
7.  Contact Human Resources/Labor Relations at 633-1000 ext. 265 to determine whether an EAP 

referral is appropriate.  
  

 

Identifying and Addressing Job Performance Issues 
 
(See Appendix A for identifying patterns of behavior that can lead to job performance issues.) 

 
 Job performance includes attendance and availability, quality of work, and attitude that may 

lead to problematic behaviors/conduct.  
 

 Be alert to a decline or changes in job performance, especially with those who have histories of 
good performance. 
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Supervisor’s Responsibilities 
 
 

1. OBSERVE JOB PERFORMANCE  
 

Look for a decline in the employee’s job performance:  
 

 Absenteeism 
 Tardiness 
 Accidents 
 Low Productivity 
 Mood Swings 

 
(Refer to Appendix A: Job Deficiency Checklist) 
 
 
 

2. DOCUMENT 
 

This is essential. Employees tend to deny or minimize the severity of past incidents 
over time. Document discussions, encounters, actions or steps taken, verbal warnings, 
or conferences held with the employee. Do not use subjective or emotional language. 
 
Keep an accurate file of the employee’s specific job performance: 

 Be specific. 
 Be objective. 
 Be confidential. 
 Make documentation open and available for the employee to see. 
 Pass documentation on to future supervisors if reassigned.  
 Record positive as well as negative information. 
 Do not apologize to an employee for documenting performance.  

 
 
 

Sample Documentation 
(Notice the specific and objective language) 

 
The employee was late today (date, time). He/She appeared to fall asleep during our faculty 
meeting. When confronted, the employee became belligerent, saying (statements of acts). 
He/She interrupted while being corrected and appeared unwilling to accept feedback, saying 
(statements made).  He/She then left the room slamming doors.  The noise was loud enough 
to be heard by others who came to investigate.  Two employees reported feeling fearful of 
this worker’s behavior stating (statements). 
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3. CONTACT EAP 
 

 Corporate Care Works, Inc (CCW), the EAP, 800-327-9757 is available for a 
supervisor consultation to discuss the problem and to discuss our services.  

 
 Follow your work organization’s policies and procedures. It is important to be 

consistent with all employees. 
 

 The Supervisor contacts Human Resources/Labor Relations at 633-1000 ext. 265 to 
determine whether a referral to the EAP is appropriate.  

 
 Labor Relations will e-mail a copy of the notification letter and a copy of a medical 

information release form to the Supervisor.  
 

 The Supervisor evaluates the situation and contacts CCW Care Manager for 
consultation: 1-800-327-9757. If the situation if of urgent nature, please inform the 
receptionist that you wish to speak directly with a Care Manager or if placed on hold, 
press “0” and ask the receptionist to speak directly to a Care Manager. 

 
 Tell CCW that you are making a “supervisory referral.” 

 
 The Supervisor may be asked to provide the following information to CCW: 

 Demographic information (contact information [name, title, school/department, 
telephone number for both the referring contact and the employee]). 

 Employee’s length of employment. 
 Length of time the work performance issues have been observed. 
 Specific problematic work performance behaviors that have been observed. 
 Current and previous disciplinary actions taken. 
 Any communications to the employee regarding the EAP referral.  

 
 CCW will call you back with the following information: 

 Contact information of provider (name, address, phone number). 
 Date and time of appointment for the employee. 

  
 Complete the information on the notification letter and medical information release 

form.  
 

 Meet with the employee: 
 Describe the procedure. 
 Obtain his/her signature on the medical information release form. 
 Ensure that he/she understands that failure to comply with the EAP 

program and/or refusal to sign the release form is grounds for termination 
based on BPS policy.  

 Fax a copy of the medical information release form to CCW: 904-296-
1511.  

 
 Labor Relations will notify you of the employee’s compliance with the EAP.  

 
 All medical information is confidential within state and federal guidelines; therefore, 

written diagnosis, prognosis, and treatment program recommendations will be provided 
only with a signed release of information specifically to the office of the Deputy 
Superintendant.  
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 The Deputy Superintendent will contact you if any further involvement on your part is 
necessary.  

 
 Contact Labor Relations if the situation that generated the need for a referral continues 

unabated.  
 
 

Please Note:  
 The district pays for up to six EAP visits per calendar year and for the time off 

required for the initial EAP appointment.  Time off and co-pays (if applicable) for 
all subsequent visits are on the employee’s time and may be covered by sick leave.  

 
 A positive test for alcohol is an automatic referral.  Follow the same process as 

outlined above.  A positive test for drugs is a terminable offense.  
 
 
 

4. EMPLOYEE MEETING 
 

This is a direct and formal step by the supervisor. This frequently occurs after a 
period of informal discussions. It is best when it can immediately follow an incident. 
Use documented records during the meeting. Refer only to observed job performance. 
 
 
1st meeting with employee: 
 

 Inform the employee of your concerns. 
 Refer to the documentation. 
 Ask for the employee’s plan to improve his or her job performance. 
 Clarify expectations. 

 
 
2nd meeting with employee: 
 

 Discuss improvement or lack thereof. 
 Refer to the documentation. 
 Be firm; ask why performance has not improved. 
 Continue to document for future change. 
 Contract for change: “What” and “When.” 
 Agree on a date when a follow-up discussion will occur. 
 Contact Human Resources/Labor Relations at 633-1000 ext. 265. 
 Place call to EAP for consultation. 
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TIP                     SUPERVISOR DON’TS: 
 
 

 Don’t make meaningless threats. 
 Don’t accept hopelessness. 
 Don’t allow the employee’s emotions to interfere. 
 Don’t use words that imply something about the character of the person. 
 Don’t diagnose, even if you think you know what the problem is. 
 Don’t be distracted by excuses. 

 
NOTE: The employee might disclose that he/she is already in counseling (once you 
explain that you are referring him/her to the EAP). Explain that your intention is not to 
duplicate efforts, and it is important to tell this to the EAP counselor.  Let the employee 
know that the EAP’s focus will be on supporting the employee as much as possible in 
order to meet work expectations, and this may include the EAP ensuring that the 
employee is getting the appropriate treatment and care. 

 
 Don’t ignore the problem or put off calling the EAP. 
 Don’t withdraw from the employee. 
 Don’t moralize - stick to job performance issues. 
 Don’t discuss the employee’s problems with anyone except your supervisor, 

Human Resources, and/or an EAP professional. 
 Don’t be swayed or misled. 

 
 
 
 
 
 

TIP      SUPERVISOR DOS:                                   
 

 Do establish clear standards of work performance. 
 Do document all absenteeism and poor work performance. 
 Do be performance-oriented in your statements. 

 
NOTE: It is not enough to refer to EAP for ATTITUDE. Be specific regarding the 
behaviors you are seeing in the workplace that are impacting performance.  
 

 Do explain all consequences if performance expectations are not met.  
 Do be honest. 
 Do listen to the employee’s explanation. 
 Do establish a plan for improvement with deadline and specifics. 
 Do explain that using the EAP does not exclude the employee from standard 

disciplinary procedures, nor does it include special privileges. 
 Do emphasize confidentiality. 
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5. FOLLOW-UP 
 

 Have weekly or periodic “check-in” meetings with your employee while he/she is 
participating in EAP if at work and/or if he/she has chosen to meet expectations without 
the help of EAP.  

 Review performance after an EAP referral. 
 Consult with the EAP if the problem re-emerges.  
 If progress is not occurring, make sure to follow through on next steps. 
 Pay attention to performance in order to determine your next step—NOT how well 

treatment or counseling is going.  
 
 
 

Per the employee’s signed authorization to release information, the 
EAP will notify the Office of the Deputy Superintendant:  

 
1.  Whether the employee attends the first appointment.  
 
 
2.  Whether the employee follows EAP recommendations. (The employee must follow ALL 

EAP recommendations. The employee cannot choose to follow through with “certain” 
things and not others if he/she is to be considered compliant with EAP. The counselor 
will explain to the employee what “follow through” means and what options are). 
Regardless of whether or not an employee is compliant with EAP recommendations, the 
workplace is still advised to hold him/her accountable and follow through with next 
steps. 

 
Note: Whether or not EAP recommendations are completed, the supervisor shall 
continue documentation of job performance problems.  If EAP counseling or treatment 
fails to improve job performance satisfactorily, the decision to implement further 
personnel action is strictly a managerial decision. Management can consult with Labor 
Relations at any time during this process. 
 

 
 
3.  The EAP will notify the appropriate organization representative in case a job site threat 

is identified. 
 
 
 

Additional information requested about the specific recommendations, clinical 
disposition, or the types of problem(s) will need to be specified on the release form and 
signed by the employee; otherwise, the details of EAP counseling or outside treatment is 
kept confidential.  
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Reasons Supervisors May Be Hesitant to Refer  
• “The employee is getting help someplace else.” 
• “His/Her career will be harmed.” 
• “We are friends, socialize, drink together, etc.” 
• “The employee will be offended.” 
• “If I refer, it will only delay termination.” 
• “It’s none of my business.” 
• “It is not my responsibility to worry about his/her personal problems.” 
• “Referring would show that I can’t fix problems.” 
• ‘The employee would be stigmatized.” 
• “I believed the problem was a temporary thing.” 
• “This problem is not ‘bad enough’ for the EAP.” 
• “The employee will tell the EAP about ME.” 
• “I fear the EAP will see our work unit’s dirty laundry.” 
• “I feared the employee might sue or file a grievance.” 
• “I was afraid I would make a procedural mistake.” 
• “I feared the employee’s emotional reaction.” 
• “I feared the EAP would learn I was protecting the employee for so long.” 
• “The employee insists that the personal problem is already being addressed.” 
• “Even though the employee’s performance is substandard, he/she is reporting 

evidence of treatment and medical problems to explain away the problem.” 
 
HOW TO RESPOND TO…  
 
Substance Abuse Concerns     (You can also refer to the Stages of Alcohol Abuse: Appendix B) 
 
Follow the organization’s policies and procedures if an employee appears under the influence of a substance 
based on reasonable suspicion factors. 

a. The most common symptom is the smell of alcohol on the breath (medication explanations do not rule 
out reasonable suspicion). 

b. Remember not to diagnose, but focus on the behaviors and facts that you observe in the workplace. 
c. Never send an employee home alone who does not appear in control of his/her behavior. 

 
Danger to Self/Harm to Others 
 
Take immediate action if an employee exhibits behavior that may be seriously impaired and/or a danger to 
himself/herself or others, or if danger to the public that your work organization serves is a possibility. Remove 
the employee from the area immediately to a safe, secure, quiet/confidential place, and call the police if there 
is immediate danger.  
 
If the employee is coherent and willing to speak with a counselor, place a call to the EAP with the employee 
present. Explain what you are observing to the EAP Care Manager who can speak directly with the employee 
if appropriate, while you can excuse yourself from the room to give the employee a confidential place to 
speak. After the phone contact, the EAP Care Manager can discuss next steps and recommendations without 
disclosing the details of the conversation, unless there is a duty to warn. 
 
The EAP can consult with you regarding an action plan for transporting the employee to a professional—
whether it is EAP (if they are not in imminent danger at the time of the initial call) or the emergency room of a 
hospital (if he/she is under the influence of a substance). If there is imminent danger and there is a concern for 
your safety or others, call 911--the police immediately. 
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HOW TO RESPOND TO CONCERNS ABOUT SUICIDE: 
 
 1. Take threats seriously. 

2. Get help - professional help. Call the EAP immediately! (If the employee refuses to speak to a 
counselor after expressing threats or plans to commit suicide or hurt others, call the police. You 
can always follow-up with the EAP, but you want to protect yourself, the workplace, and ALL 
employees in a dangerous situation, and calling the police is most appropriate). 

 3. Stay close - help the person avoid isolation. 
 4. Take precautions - remove means of suicide. 
 5. Trust yourself when you suspect a person is suicidal. 
 6. Be direct and share your concern with the individual. 
 7. If the person is not a family member, share your concern with his/her family or friends. 
 
 
HOW NOT TO RESPOND TO CONCERNS ABOUT SUICIDE: 
 
 1. Leave him/her alone. 
 2. Argue with the individual about suicide. 
 3. Brush it off as a tantrum or attempt to manipulate. 
 4. Minimize or dismiss his/her feelings of pain or loss. 
 5. Avoid out of fear to discuss the issue.  
 
Note: You are never going to give people the idea of suicide by asking them directly if they have thought 
about suicide.  
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Appendix A 
 

Job Deficiency Checklist  
 
Isolating a single behavior is not suggested in the following information. Instead, looking for 
patterns and combinations of behaviors constitute reasonable concern. 
 
This checklist is simply a guide for identifying possible performance problems. Just because some of 
these conditions may exist, does not necessarily mean that job problems exist.  Use the following as a 
worksheet, and discuss concerns about employee performance with the EAP and/or your Human 
Resources staff in order to set the stage for addressing performance issues with your employee. 
 
ABSENTEEISM AND THE FLEX TIME ABUSE 

 
1. Excessive unauthorized leave. 
2. Excessive sick leave. 
3. Frequent Monday/Friday (or both) absences or other pattern. 
4. Excessive unauthorized absences- # in the last 12 months________. 
5. Excessive authorized absences- # in the last 12 months__________. 
6. Excessive use of sick leave- # in the last 12 months________.  
7. Excessive tardiness. 
8. Frequent and unacceptable excuses for absences from work area. 
9. Longer than usual work breaks. 
10. Calling in late or having someone call for employee. 
11. Frequent unexplained disappearances. 
12. Frequently leaves work early- # of days per week or month______. 
 
QUALITY AND QUANTITY OF WORK 

 
1. Clear refusal to do assigned tasks. 
2. Significant increase in errors. 
3. Repeated errors in spite of increased guidance. 
4. Reduced quantity of work. 
5. Inconsistent “up and down” quantity or quality of work. 
6. Behavior that disrupts work flow. 
7. Procrastination on significant decisions or tasks. 
8. More than usual supervision necessary. 
9. Frequent, unsupported explanations for poor work performance. 
10. Noticeable change in written or verbal communication. 

 
PERSONAL AND INTERPERSONAL BEHAVIOR 

 
1. Increased isolation from fellow employees or significant change in relations with co-workers,                 

supervisor, and/or others. 
2. Verbal denial of the existence of any job problem.  
3. Loss of temper; frequent or intense arguments. 
4. Verbal abusiveness. 
5. Physical abusiveness. 
6. Intentional avoidance of supervisor. 
7. Expressions of frustrations or discontent. 
8. Changes in frequency or nature of complaints. 
9. Complaints by co-workers or subordinates. 
10. Cynical, “distrustful of human nature” comments. 
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11. Unusual sensitivity to advice or critique of work. 
12. Unpredictable response to supervision. 
13. Passive-aggressive attitude leading to similar behavior, doing things behind your back. 
14. Visits to or from employees in other work areas. 
15. Changes in mood. 
16. Changes in or unusual appearance (dress, hygiene). 
17. Unexplained memory lapses. 
18. Degeneration of personal grooming habits. 
19. Coming or returning to work in an obviously aggravated condition. 
20. Borrowing money from fellow employees. 
21. Changes in or unusual speech (incoherent, stuttering, loud). 
22. Changes in or unusual physical mannerisms (gestures, postures). 
23. Changes in or unusual facial expressions. 
24. Changes in or unusual level of activity, much reduced or increased. 
25. Changes in or unusual topics of conversation. 
26. Increasingly irritable or tearful. 
27. Persistently boisterous or rambunctious. 
28. Unpredictable or out of context displays of emotion.  
29. Sensitivity to real or imagined criticism. 
 
PERSONAL MATTERS 

 
1. Personal relationship problems (spouse, girl/boyfriend, children, in-laws). 
2. Has received professional help for emotional or physical problems. 
3. Makes unfounded accusations, i.e., feelings of persecution. 
4. Makes unreliable or false statements. 
5. Unrealistic self-appraisal or grandiose statements. 
6. Temper tantrums or angry outbursts. 
7. Demanding, rigid, inflexible. 
8. Major change in physical health. 
9. Concerns about sexual behavior or sexual harassment. 

 
OTHER JOB PERFORMANCE 
 
1. Major change in duties or responsibilities. 
2. Interferes with or ignores established procedures. 
3. Inability to follow through on job performance recommendations. 
4. Lunch drinking. 
5. Has detailed discussion about obtaining or using drugs and/or alcohol. 
6. Increased tolerance for alcohol. 
7. Breath purifiers. 
8. Comes to work with the smell of alcohol on the breath. 
9. Drinking or popping pills on the job. 
10. Increased occurrences of real minor illnesses. 
11. Fluctuating periods of high or low productivity. 
12. Episodes of forgetfulness/confusion. 
13. Volatile emotional reactions with little apparent cause. 
14. High accident rate-on and off the job. 
 
                              OTHER HIGH RISK BEHAVIORS 
 
1. Has detailed discussions about death, suicide, or harming someone. 
2. Has made specific verbal threats or has been physically threatening to others in the 

workplace. 
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Appendix B 
 

STAGES OF ALCOHOL ABUSE 
 

Behavior                                Crisis Points During Deterioration             Observable Conduct 
 
  EARLY  PHASE 
 
Drinks to relieve tension. 
 
Alcohol tolerance increases. 
 
Blackouts 
(memory blanks) 
 
Lies about drinking habits. 

 
 
 

90% 
 
 
 

 
 
 
 
 
Criticism from company 
 
 
 
 
 

ATTENDANCE 
   Late (after lunch) 
   Leaves job early 
   Absent from office 
GENERAL BEHAVIOR 
   Fellow workers complain 
   Overreacts to real or imagined  
     criticism 
   Complains of not feeling well 
   Lies 
JOB PERFORMANCE 
   Misses deadlines 
   Makes mistakes through  
      inattention or poor judgment 
   Decreased efficiency 

 
 MIDDLE PHASE 
 
Surreptitious drinks. 
 
Guilt about drinking. 
 
Tremors during hangovers. 
 
Loss of interest. 

 
 
 
 
 

75% 
 
 
 
 
 

 
 Family Problems 
 
 Loss of Job Promotion 
 
 Financial Problems 
 
 Warning from Supervisor 
 
              
 
 
               

ATTENDANCE 
   Frequent days off for vague  
       ailments or implausible reasons 
GENERAL BEHAVIOR 
   Statements become undependable 
   Begins to avoid associates 
   Borrows money from co-workers 
   Exaggerates work accomplishments 
   Hospitalized more than average 
   Repeated minor injuries on and  
       off job 
   Unreasonable resentment 
JOB PERFORMANCE 
   General deterioration 
   Spasmodic work place 
   Attention wanders, lack of 
       concentration 

 
 LATE MIDDLE PHASE 
Avoids discussion of problem. 
 
Fails in efforts at control. 
 
Neglects food. 
 
Prefers to drink alone. 

 
 
 
 
 

50% 
 
 
 
 

    
  In Trouble with Law 
   Enforcement 
 
  Crisis 
          
  Punitive Disciplinary Action 
          
  Serious Family Problems 
 
  Serious Financial Problems 

ATTENDANCE 
   Frequent time off, sometimes  
       for several days 
   Fails to return from lunch 
GENERAL BEHAVIOR 
   Grandiose, aggressive, or  
       belligerent 
   Domestic problems interfere with 
       work 
   Apparent loss of ethical values 
   Money problems, garnishments of 
       salary 
   Hospitalization increases 
   Refuses to discuss problems 
   Trouble with the law 
JOB PERFORMANCE 
    Far below expected level 
   

  
 LATE PHASE 
  
Believes that other activities 
interfere with drinking. 
 

 
 
 

25% 
 

 
 Final Written Warning  
  from Supervisor       
 
 Areas of greatest denial 
       Termination 
       Hospitalization 

ATTENDANCE 
    Prolonged unpredictable absences 
GENERAL BEHAVIOR 
    Drinking on the job 
    Totally  unpredictable 
    Repeated  hospitalizations 
    Visible physical deterioration 
    Money problems worse 
    Serious family problems and/or divorce 
JOB PERFORMANCE 
    Uneven and generally incompetent 
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Mandatory Supervisor Referrals

Supervisor evaluates the situation and contacts CCW Care Manager for consultation:        
1-800-327-9757.  If the situation is of urgent nature, please inform the receptionist that 

you wish to speak directly with a Care Manager or if placed on hold, press “0” and ask the 
receptionist to speak directly to a Care Manager.

Care Manager will gather necessary information including the employee’s name and reason for 
the formal referral as well as appointment preferences. The Care Manager is available to speak with 

employee directly to further triage immediate needs. 

Supervisor meets with employee, and employee is referred to EAP and given contact information. 
*EAP Letter and Release of Medical Information Forms are signed by employee and faxed to 

CCW Care Manager: 904-296-1511.

Employee attends initial assessment. At the initial assessment, the Authorization For Release of 
Information is signed, allowing communication between CCW EAP and BPS regarding whether or not 

the employee is following through with EAP recommendations. 

Assessment of the employee is completed, and EAP recommendations are made. 
CCW Care Manager will relay EAP information to Deputy Superintendent. 

Employee does 
NOT follow 

through. 

Deputy Superintendent 
is contacted 
immediately.

Supervisor identifies performance issue regarding employee.

Supervisor contacts Human Resources Office: 
633-1000 ext. 265.

Final communication regarding EAP 
completion to Deputy Superintendent.

Employee follows 
through with 

recommendations.

CCW Care Manager continues to monitor and 
provides updates to Deputy Superintendent. 

Care Manager provides the Supervisor with contact and appointment information.

•Note: If the consent for EAP Letter and Release of Medical Information forms 
are not signed, then disciplinary action may be taken and no contact between 
EAP and employee. 
•CCW’s address:  8649 Baypine Road, Suite 101, Jacksonville, FL 32256.



Informal Supervisor Referrals

Supervisor recommends that the employee contact the EAP, and provides 
information on the EAP benefits and accessing instructions to the employee: 

1-800-327-9757. 

Decides to 
contact 
EAP. 

Decides 
NOT to 
contact 
EAP.

Employee contacts CCW
Care Manager: 1-800-327-9757.

CCW Counselor works directly with 
Employee.  

Supervisor continues to 
monitor job performance per 
district policy.  If problems 
continue Supervisor may 
move to a more formal 

referral process.

Employee decides
whether or not to 

contact EAP.
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