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Abstract : Background: Telephone counselling is one of the essential interventions that can be found in most of the Employee
Assistance Programs (EAP). The purposes of this study were to (1) explore the trend of the telephone counselling from
2003-2016 in Hong Kong; (2) explore which EAP issue requires more follow-up; and 3) examine the relationship between the
EAP issues and demographic data such as gender and job ranking. Method: Date of EAP services usage was collected from EAP
providers in Hong Kong during 2003-2016. EAP issues were categorized into two domains, namely workplace issues and
personal issues. Each domain has 12 sub-categories. Two hypotheses were formulated in this study (1) there was a gender
difference in EAP issues and the follow-up hours; and (2) there was a significant difference between job ranking, EAP issues
and follow-up hours. Results: A total of eight hundred and ninety-three valid cases were identified for analysis. Of them, three
hundred and forty-three cases sought for follow-up. The duration of follow-up by hours was calculated for each of the follow-up
cases. The results of the study shows that the top three workplace issues that required the longest duration of follow-up were
(1) workload, (2) supervisor-subordinate relationship; and (3) team member’s relationship. On the other hand, the top three
personal issues that required the longest duration of follow-up were (1) parenting/parent-child relationship, (2) family care, and
(3) marital relationship. Two-way ANOVA was performed to compare the total follow-up hours (excluding first intake) between
gender and EAP issues. There was no statistical significance for gender (p =.891), but a statistically significant main effect for
EAP issues (p <.001) was found. Post-hoc analysis (Tukey’s test) showed that total follow-up hour in personal issues was
statistically significant higher than that in handling workplace issues (p <.001). However, there was no statistically significant
interaction effect between gender and EAP issues (p=.879) and between job ranking and EAP issues (p=.843). Conclusion:
Telephone counselling is a very common intervention in addressing EAP issues arising from workplace and personal level in
Hong Kong. It was frequently used to handle interpersonal relationships and the service usage was independent of gender and
job ranking.
Keywords : employee assistance program, follow-up time, interpersonal relationships, telephone counselling
Conference Title : ICHRDM 2018 : International Conference on Human Resources Development and Management
Conference Location : Zurich, Switzerland
Conference Dates : July 30-31, 2018

World Academy of Science, Engineering and Technology
International Journal of Industrial and Manufacturing Engineering

Vol:12, No:07, 2018

O
pe

n 
Sc

ie
nc

e 
In

de
x,

 In
du

st
ria

l a
nd

 M
an

uf
ac

tu
rin

g 
En

gi
ne

er
in

g 
Vo

l:1
2,

 N
o:

07
, 2

01
8 

pu
bl

ic
at

io
ns

.w
as

et
.o

rg
/a

bs
tr

ac
ts

/8
15

67
.p

df

ISNI:0000000091950263International Scholarly and Scientific Research & Innovation 12(07) 2018 1

https://publications.waset.org/abstracts/81567.pdf

