
Customer Service 
representative:
• Offers immediate

opportunity to speak with
a clinician

• Screens for risk factors
Clinician:
• Assesses

situation
• Intervenes if

necessary

If clinician is 
requested or 

indicated

If non-life-threatening 
behavioral health issue

If routine 
EAP

If life-
threatening

Employee Assistance Program
Our members’ experience
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Member calls 24/7 toll-free 
number, with option of 
speaking directly to a clinician 
in emergency situations

Coordinates with 
emergency personnel to 
ensure:
• Member’s safety
• Appropriate follow-up

Coordinates 
and refers to 
behavioral 
health benefits

Customer 
Service 
representative:
• Explains EAP

services
• Gathers

information

Clinician: 
• Explains EAP

services
• Gathers

information

Routine

Warm transfer 
to work-life 
consultants

Member selects 
type of EAP 
service

Face-to-face 
EAP services

Telephonic or web-video 
EAP consultation

Provider referral

Member makes 
appointment 
and contacts 
MHN for 
authorization

Warm transfer to  
MHN scheduler to 
make appointment 
and give instructions

Clinician calls 
the member 
and provides 
consultation

Day of appointment

Work-life 
services




